CORE VALUES

Interview Questions and Suggested Responses 
Supervisors and Managers:  In order to reinforce the importance of DGS’ Core Values during the hiring process and evaluate candidates that perform in a manner consistent with those values, please attempt to use one or more of these questions (or ones of your own design) to help ascertain a job candidate’s compatibility with DGS’ core values.  The suggested responses should not be interpreted as the only valid answers to the questions.  A candidate may provide other informative responses that are perfectly acceptable.  With some rewording, these questions could also be used when conducting reference checks on prospective hires. 
Integrity
· What does it mean to you to be an employee who acts ethically and with integrity?
Suggested Responses:

1. Learn and adhere to the mission, goals, values and policies of the department and the state.
2. Look at each situation independently to determine what action is appropriate and ensure no rules or policies are violated, no harm will come to anyone, and that the reputation of the office, staff, department and State government are not tarnished.
3. Make every effort to do what I believe is the right and just thing for the good of the department and the state.
· At DGS, “integrity” means in part, consistently demonstrating your commitment to the department, the administration, and the state.  Give some examples of how you would demonstrate this commitment in the job for which you are interviewing.

Suggested Responses:

1. Learn the department’s Mission, Vision, Goals and Values.
2. Learn and understand the role of the department in State government.
3. Learn management’s philosophy and expectations and strive to perform accordingly.
4. Ensure my performance adds value to the office and department by performing to the best of my abilities.
5. Ensure my efforts and/or the efforts of those around me do not reflect negatively on the office, department or State.
6. Do what it takes to get the job done.
7. Work in a conscientious manner. 
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Accountability
· Describe what you’d do if you were asked to do something that you felt was contrary to state law or departmental policy.

Suggested Responses:

1. Research the state law or departmental policy to confirm that the request was in fact contrary to law or policy. 

2. Look for documentation that supports action that is contrary to the law or policy.
3. Discuss with my management for feedback and direction.
4. Prepare an issue paper that clearly lays out the law or policy providing alternatives with pros and cons and a recommendation.
5. Follow what my upper management directives within my ethical guidelines and document the action. 

· What does being accountable mean to you?
Suggested Responses:

1. Fulfill my responsibilities and duties.

2. Accept responsibility when I make an error.
3. Continuously look for ways to improve the effectiveness and efficiency of the department (or my role in the department).
4. Analyze the situation when a mistake occurs to see if the process needs to be adjusted so future mistakes are avoided.
5. Take ownership of the situation (be a leader or follower depending on what the circumstances call for to accomplish the objective).
Communication
· Communication is one of DGS’ Core Values.  We believe that good communication is essential to ensuring the delivery of excellent customer service and to ensuring efficient operations within DGS.  Tell us how you would promote good communication with DGS.
Suggested Responses:

1. Perform active listening with the customer (internal and external).

2. Listen to others with an open mind.

3. Seek to understand others’ point of view, especially in situations where there is a lack of consensus.
4. Take the initiative to reach out to others to bridge any perceived communication gap.
5. When appropriate, seek input and ask questions of those you are working with to solve a problem as opposed to dictating a solution.

6. Ensure that assignments and directions are fully understood.
7. Ask questions (or seek guidance) when uncertain about instructions or expectations.
8. Solicit others to ask me questions if there is any doubt about the clarity of my instructions or expectations.
9. Keep those informed of an issue who need to be.
10. Do not withhold information that others may need to do their jobs effectively. 
11. Be approachable so that others are comfortable in engaging me in communication.
· What are some behaviors that are important to promoting good communication in the workplace?
Suggested Responses:
1. Be open, flexible and friendly. 
2. Consider the other person’s perspective and empathize.
3. Engage in good listening activities.
4. Make eye contact when communicating in person.
5. Do not develop rebuttal before the other person is finished communicating.
6. Identify my own filters or biases and refrain from judgment before knowing all pertinent information.
7. Paraphrase what the other person is saying and give feedback.
8. Maintain the confidentiality of sensitive departmental work.
9. Do not gossip or spread rumors.
10. Focus on the work process, issue or behavior, not the person.
11. Strive for understanding the speaker.
· As a new employee, describe how you will meet and develop relationships with new coworkers, supervisors, customers and reporting staff.

Suggested Responses:

1. Make myself familiar with the organizational structure and the names of coworkers and management.
2. Make myself familiar with the customer base.
3. Learn business and operations.
4. Introduce myself to coworkers.
5. Reach out to customers and get to know their business operations so I can respond to their needs in an informed manner.
6. Survey customers to determine the quality and effectiveness of the customer service they are currently receiving from my office or the department generally.
7. Foster strong connections by getting to know customers (internal/external) personally.
8. Practice good communication and keep lines of communication active.
· What does good communication in the workplace mean to you?

Suggested Responses:

1. Work together to reach a common goal through communication.
2. Build teams.  Do not let organizational boundaries (e.g., unit structure or “turf”) impair working collaboratively to achieve a goal. 
3. Work cooperatively with others in a team environment.
4. Recognize that we are all each other’s customers.
5. Behave in a professional and respectful manner when communicating.
6. Recognize that everyone has a role and duties to fulfill and respect that.
7. Collaborate towards achieving a win-win outcome.
8. Recognize the validity of other points of view and treat others with civility.
9. Listen to what others have to say objectivity, both in fact and appearance.
Excellence
· This position requires you to provide excellent customer service.  How would you provide and cultivate great customer service on an ongoing basis?

Suggested Responses:
1. Project a professional and positive attitude.
2. Be knowledgeable about my program and department.
3. Attend and be on time, and participate in all meetings.
4. Ensure my reputation and the reputation of my office is of high quality through providing timely and effective services that meet the needs of the customers.
5. Seek to resolve conflict and help customers attain their desired outcomes within the bounds of defined policies.
6. Review barriers to customers’ goals and develop alternatives to achieve a comparable outcome.
7. Continually develop a level of knowledge that can be drawn upon for technical and policy advice. 

8. Know where to get answers if you don’t have them at the ready. 

9. Cultivate and maintain contacts that can get you reliable information quickly. 

· Developing close, positive business relationships with customers is often critical for success.  Can you give me an example of how you have been able to develop such a relationship with one of your customers and how you have used that relationship to help get the job done?

Suggested Responses:

1. Bridge conflicts by reaching out to determine what the problem is and then resolving the barriers or miscommunication that create the problem.
2. Work with those relationships to brainstorm ideas that will provide the greatest advantage to get the job done.
3. Become the expert regarding the customer needs and operation that enables me to provide them quality timely customer service.
4. Respond timely and get the job done within timelines given. 
5. If you are unable to meet a deadline, communicate why and seek additional time from management prior to the deadline passing.

6. Identify performance measures required by my program that will ensure I provide quality customer service and build positive relationships: the quantity, quality, and timeliness of tasks required to perform the job.
7. Determine whether you can leverage previously completed assignments and projects.
· What does doing excellent work mean to you?

Suggested Responses:
1. Providing my customers with solutions, products or services that meet their needs effectively and efficiently.
2. Provide the best customer service I can.
3. Perform at my optimum.
4. Have expert knowledge of my program and department.
5. Develop relationships and reputation that makes me the go-to person. 

6. Perform efficiently and effectively.
7. Monitoring my own work ethic to ensure that I am completing my assignments in timely fashion without unnecessary cost.
8. Review processes consistently for efficiencies and effectiveness that allow us to provide excellent customer service.
9. Minimize or eliminate barriers to quality customer service.
Innovation
· Provide examples of “out-of-the-box” ideas, approaches and methods you’d bring to this position.

Suggested Responses:

1. Question existing policies, procedures and assumptions to determine whether they are valid or whether they are unnecessarily creating barriers to achieving desired goals.

2. Reach out to others to see how they are doing it.
3. Brainstorm and problem solve with others.
4. Reaching out to stakeholders to seek their thoughts, ideas and concerns.
5. Perform a SWOT Analysis (Strengths, Weakness, Opportunities and Threats).
6. Develop annual strategic plan.  Review accomplishments and future objectives with staff and executive management.
7. Establish objectives that are: specific, measurable, attainable, relevant, and track able.
8. Question “givens” to determine whether they are valid and accurate.

· Which environment would you say you prefer to work in:  One in which the daily tasks assigned to you are generally familiar and predictable, or one in which the nature of the daily tasks and the way you need to handle them changes frequently? 
Suggested Responses (Depends on the type of job as to which response would be most appropriate-processing jobs versus analytical/project based jobs):
1. Predictable workload and environment:
a. Like to do same type of work daily with limited surprises.
b. Perform well with repetition and volume.
c. Become the expert performing this work.
2. Varied Scope and complexity
a. Like a wide variety of work that requires me to think on my feet.
b. Like to problem solve and act as consultant/advisor to customers.
c. Like to research and analyze.
d. Like to develop/write issue papers.
e. Like to supervise.
f. Like to manage a program that allows me to stretch the capacity of my skills.
g. Like to be in an environment where I am consistently learning.
· At DGS, we value continuous improvement.  That means we are always on the lookout for ways we can improve our processes or services to make them better, faster and cheaper.  Can you give us an example of time when you identified a way to improve a process, a service or product in your workplace?
Suggested Responses:
1. Eliminated unnecessary steps in a process to save customer time.
2. Removed myself from being the middleman in a process to save time.
3. Eliminated obsolete forms and procedures that don’t add value.
4. Reduced requirements and/or signatures to streamline.
5. Allowed various part of the process to take place simultaneously to save time.
6. Delegated authority while ensuring compliance through a different mechanism than existed previously.

Teamwork
· If you were assigned the responsibility to lead a team on a special project, what actions would you take to help ensure that the team functions well? 
Suggested Responses:
1. Define the objective and goals of the team.
2. Establish clear roles, duties and expectations of each member with reasonable timelines by considering everyone’s skill set.
3. Search for areas of mutual benefit that will result from team members working collaboratively with one another and point out those benefits to the group. 
4. Do not overload team members.
5. Build trust in leadership and accountability by getting in and working alongside team members to get the job done.
6. Ensure everyone on team is participating and completing tasks. 

7. Look for things that need to be done and do them without being asked.
8. Hold team members to consistent standards and do not practice or appear to practice favoritism. 
9. Set an expectation that team members will listen respectfully to each other during meetings and allow others to speak, without interruption.
10. Show appreciation and recognition and create a sense of belonging to a close-knit team where their voice matters. 

· Through what tools can a team become more useful or productive?

Suggested Responses:

1. Understand the desired outcome.
2. Ensure objectives are clear and articulate the vision.
3. Have a well thought out team orientation process.
4. Develop a team charter that clearly sets out the objectives of the team and the expectations for team member participation.
5. Develop group roles and structure; team member development is key.
6. Monitor the team and provide feedback.
7. Manage conflict .
8. Ensure members have adequate training and mentoring to be successful.
9. Use a facilitator when bringing people from various work units together to accomplish a goal that intersects multiple areas.
10. Use a project management tool that defines the purpose of the team, identifies stakeholders and team members, assesses team member skills, establishes tasks and sets timelines.  
11. Seek understanding and collaboration.
· What factors would you consider in assembling a project team?

Suggested Responses:
1. Determine desired outcome.
2. Determine resources available (budget, staff, materials, equipment and time).
3. Determine timeline.
4. Determine barriers.
5. Determine individual skill sets needed to complete the assignment or project.
6. Identify best team members based on skill set.
7. Identify team’s strength and weaknesses and minimize weaknesses through training, teambuilding, cross-training, mentoring and coaching.
8. Monitor progress and make adjustments accordingly to ensure success.
9. Provide change management training for team and department.
· What actions can a supervisor take to build teamwork in the organization?

Suggested Responses:

1. Communicate effectively, efficiently and consistently with transparency.
2. Be clear about expectations.
3. Hold individuals accountable for meeting expectations.
4. Treat everyone the same (do not show favoritism or dislike towards some).
5. Seek ideas and information (history) from team members.
6. Act as a team member.
7. Have assignments and work with team.
8. Give feedback to team members.
9. Give praise for work well done.
10. Develop teambuilding exercise to ensure a cohesive group.
11. Create an open environment.
12. Monitor progress continually and make adjustments. 
13. Ensure buy-in on outcome desired.
14. Consider change management.
General:
· What are the most important values you demonstrate as a leader (or employee)?  Share examples of how you demonstrate these values within your organization’s culture and work environment.
Suggested Responses:
1. Demonstrate a strong work ethic with a high degree of integrity.
2. Recognize when communication breakdowns occur and resolve conflict quickly before damage is done to department reputation or before team fragmentation occurs.
3. Be a role model for department core values in achieving the department’s mission.
4. Communicate goals and objectives consistently.
5. Look for innovative solutions to problems and issues.
6. Recognize weaknesses quickly and bring them to the surface to ensure resolution before issues escalate and become a bigger problem.
7. Find opportunities to praise employees and coworkers to motivate teamwork and strong connection to team, department and mission.
8. Be accountable for my actions and of those I supervise.
9. Look for ways to improve myself and my unit.
10. Provide excellent customer service (internal/external) at all times by looking for win/win results and ensure I meet customer expectations.
· What values are crucial within an organization and must be present for you to work most effectively?
Suggested Responses:
1. Exhibit integrity consistently at all levels.
2. Communicate with all levels of staff.
3. Recognize the hard work that contributes to the success of the mission.
4. Provide realistic timeframes to get requests and projects done.
5. Everyone in the organization treated with the same level of respect and consideration regardless of role or rank.
6.  Direction and goals are openly communicated and transparent.

7. Ideas can be expressed and discussed without negative repercussions.

8. My opinion and expertise are sought out.

9. My contribution to the organization is valued.

10. Brainstorming is encouraged and all ideas are examined objectively and fairly.
For the following questions, listen for answers from the interviewee that indicate he or she would be adhering to, or fostering, DGS’ Core Values in the way he or she would handle the situation in question.  Are the actions the interviewee describes ones that would ensure good communication, teamwork, accountability, integrity, excellence and innovation?
· You receive a call with a request to perform a task in short timeframe from someone in your chain of command who is above your immediate supervisor. How do handle this request? 
Suggested Responses:
1.  Discuss with my supervisor and ask for direction when conflicting priorities exist. 
2. Perform request immediately. 

3. Determine my ability to comply with completing the requested work within the timeline given depending on the following factors:

a. Estimate the level of complexity involved in the request to determine the time commitment involved
b. Determine what resources are available
c. Determine the impact if unable to comply as requested
d. Compare all due dates and assignments on desk
e. Reach out to coworkers for assistance
4. Let requestor know of workload, conflicting priorities or deadlines and ask if additional time can be granted to complete the task.
· Describe a time when your workload was heavy and how you handled it?
Suggested Responses:

1. Prioritize my work based on:
a. Importance

b. Time criticality

c. Consequence of not completing

d. The complexity and time involved to complete

2. Make adjustments to schedule/workload where possible.

3. Ask for assistance.
4. Let my management know of workload and conflicts to completion and ask for their priorities and direction.
5. Communicate with customers regarding needs and timelines determine priorities and if any adjustments can be made.
6. Look at all resources available that can help accomplish the job (materials, equipment and human).
7. Commit whatever time necessary to get job done.
· Describe how you would handle a situation if you were required to finish multiple tasks by the end of the day, and there was no conceivable way that you could finish them.
Suggested Responses:

1. Prioritize my work based on:

a. Importance

b. Time criticality

c. Consequence of not completing

d. The complexity and time involved to complete

2. Make adjustments to schedule and workload where possible.
3. Ask for assistance.
4. Let my management know of workload and conflicts to completion and ask for their priorities and direction.
5. Communicate with customers regarding needs and timelines, determine priorities and if any adjustments can be made. 

6. Look at all resources available that can help accomplish the job (materials, equipment and human).
7. Negotiate new deadlines where possible.
· Describe your work style.

Suggested Responses:
1. Like to work in team environment where I am the go to person.
2. Like to be professional, friendly and open.
3. Like being busy.
4. Like a variety of work.
5. Take responsibility for your own actions.
6. Maintain strong partnerships with internal and external customers. 
7. Use meetings, memos, discussions, etc. as methods of keeping employees/co-worker/supervisors informed. 

8. Maintain the self-confidence and self-esteem of others.
9. Be receptive to change.
10. Focus attention to detail and follow-through.
11. Take initiative and work independently on assigned tasks and responsibilities.
12. Work cooperatively with others and in a team environment.
13. Be flexible, open minded, and tactful.
14. Demonstrate good problem resolution skills by providing alternatives and presenting options within the parameters of the law, regulations, policies, procedures, and directives.
15. Treat co-workers with respect and be a role model for handling difficult situations with a calm, open and receptive demeanor.
16. Be a team leader, providing good customer service and exhibiting professionalism towards others.
17. Follow chain of command, and support management direction; accept direction from supervisors.
18. Focus on the work process, issue or behavior, not the person.
19. Exercise ethical conduct in the performance of responsibilities and duties.
20. Project a professional and positive attitude. 
· How do you deal with difficult customers?

Suggested Responses:

1. Remain calm, centered and respectful.
2. Listen to the person with sincere effort to seek resolution. 
3. Determine what the person’s needs are and how I can meet those needs to resolve the situation.
4. Let the person know my intentions and the reason for my actions and explain the full background of what is happening.
5. Get some perspective from others who may have experienced similar situations in some way or another and they may be able to see things from a different angle and offer a different take on the situation.
6. Diffuse the situation and try to build a rapport with the customer.
7. Meet with individual personally rather than through email or leaving messages. 
8. Escalate to a higher authority for resolution.
9. Focus on what can be acted upon and not the person’s emotions.
· How do you deal with a stressful work environment?
Suggested Responses:
1. Ensure management is aware of workload and issue.
2. Determine management’s expectations.
3. Communicate with direct manager regarding stressors.
4. Communicate with coworkers to relieve stress.
5. Participate in exercise activities. 
6. Develop teambuilding activities with coworkers to encourage positive relationships and mutual support.
