INTERVIEW TECHNIQUES 

INSTRUCTOR GUIDE

(SHOW PPT SLIDE #1) Title
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	LESSON OBJECTIVES
	LEVEL

	A. Recall the purpose of the interview
	Knowledge

	B. Summarize steps in the interview process
	Comprehension

	C. Describe questioning techniques used during interviews
	Comprehension


Lesson Focus  

During this lesson the student will gain an understanding of the purpose of an interview and steps to conduct successful interviews.  The student will also be able to identify the advantages and disadvantages of the seven major types of interview questions.  

Instructional Method

Lecture and Discussion (1Hr) 

LEAD IN:  At some time during your assignment as an Equal Opportunity Representative you will be called upon to conduct interviews.  Knowledge of the interviewing process is basic to your success.  You must be able to establish rapport with an interviewee and employ various types of questions techniques during the interview in order to obtain accurate data.  You must also be familiar with the elements of the interview follow-up procedure.  To help you become familiar with the skills involved in interviewing, today I'd like to share with you:

(SHOW PPT SLIDE #3)

	INTERVIEW

· A conversation designed to gather information for a specific purpose.  
–Generate data
–Examine a problem



PART I
INTERVIEW

Paraphrase the following: Each phase of the interview process is important in its own right.  Let's start with the definition.

1.  Define interview as a conversation designed to gather information for a specific purpose.

2.  Explain the purpose of conducting an interview 
a.  Generate data for diagnosis - Interview data supplements and expands data.

b.  Examine situations - Examine a specific problem, conflict, or issue that is unacceptable to the interviewee and explore various possible resolutions

PART II
STEPS IN THE INTERVIEWING PROCESS

Paraphrase the following: When was the last time any of you had to spend a Saturday afternoon painting your living room?  What was the ratio of time you spent preparing for the task as opposed to the time you actually painted?  Hopefully you found that you spent more time cleaning baseboards, taping the walls, removing electrical covers, curtains, and pictures, and moving furniture than you spent actually painting.  My point is that, to conduct an interview there are a number of steps that need to be completed in order to make it successful.  Lets look at what it takes to prepare, conduct, and follow up on an interview.
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	PREPARE FOR THE INTERVIEW

· Establish purpose, goals
· Determine time and data

· Avoid interruptions  



1.  Prepare for the Interview:
a.  Establish purpose.  Clarify Goals.  Prepare a checklist.

b.  Determine the following:

(1)  How much time will be devoted to interview?

(2)  How will the data be captured?

c.  Avoid interruptions.

Paraphrase the following: Following the preparation stage, you are ready to conduct the actual interview.  The following sequence is a possible method for conducting your interview

(SHOW PPT SLIDE #5)

	OPEN THE INTERVIEW

Greet the individual 
Establish rapport

Determine reason for interview

Role as EOR

Anonymity/privileged information 

False Allegations
Time constraints/note taking



2.  Open the Interview

a.  Greet the individual promptly introduce yourself as soon as they come in.  This will help set the tone.

b.  Begin establishing rapport – techniques to establish rapport with an interviewee include:

(1)  Begin with small talk, put the interviewee(s) at ease, and help them become comfortable talking with you.  Remember that the interviewee does not have to talk to you.

(2)  Maintain a comfortable amount of eye contact, tone of voice, and appropriate interpersonal distance.

(3)  Use understandable words.

(4)  Utilize effective and active listening skills.

(5)  Attempt to see the individual’s point of view.

(6)  Be aware of nonverbal behavior.  Use behaviors that indicate non-verbal attentiveness.

c.  Determine why the individual has come to see you. Ask the individual:  “What brings you to my office today?” or  “How can I help you?”

d.  Explain your role as an EOR.
e.  Explain the limits of anonymity and privileged information.  You must explain that you work for the commander, and he/she may have a need to know what took place.  Also, at any point if there is UCMJ violation you must report it.

f.  Explain that making false statements, or a false complaint is punishable under the UCMJ
g.  Explain that time is important.

h.  Explain the purpose of note taking.
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	CONDUCT THE INTERVIEW

Establish eye contact 
Maintain interpersonal distance

Be aware of non-verbal behavior

Be Relaxed

Maintain rapport

Be aware of time

Maintain control and focus



3.  Conduct the Interview

a.  Establish and maintain appropriate eye contact.

DISCUSSION POINT:  Eye Contact, why might this be important?
b.  Maintain appropriate interpersonal distance.

c. Be aware of nonverbal behavior.

What is/is not being said. Be aware of the interviewee’s behavior.
d. Be relaxed and flexible.

e. Continue maintaining rapport.

Watch your behavior and keep your BAG closed.
f. Be aware of time.  

g. Maintain control and focus.

Stay on track with purpose/objective
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	CONDUCT THE INTERVIEW

Remain objective
Be honest 

Ask appropriate questions

Allow interviewee’s story

Don’t be interviewed



h. Remain objective and impartial.

It’s not about you; don’t promise anything you can’t deliver.  Don’t agree with them.  This may make them feel that you are ON THEIR SIDE.
i. Be honest.

j. Ask appropriate questions.

k. Allow interviewees to tell their story in their own words.

l. Interview.  Don’t be interviewed.

TRANSITION:  Once you’ve captured your data, you’ll want to close the interview

Paraphrase the following: Closing the interview can be a difficult task, particularly if the interviewee is talkative and cooperative.  However, there are certain things you can do to make the closing easier.
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	CLOSE THE INTERVIEW

Acknowledge time limit 
Summarize

Ask for additional comments

Explain next step

End the session

Establish follow-up

Extend appreciation, give phone number



4.  Close the Interview

a.   Acknowledge that you have met your time limitation, if necessary.

b. Summarize the information captured.  (You can allow interviewee to read any notes you have)

c. Ask interviewee if there is anything he/she wishes to add.

d. Explain the next step of the complaint process.

e. End session in a business-like manner.

f. Establish future follow-up, if appropriate.

g. Extend appreciation and Give your phone number.

TRANSITION:  Now it’s time to record all this information, why is it important to keep records?
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	RECORDING THE INTERVIEW

Arrange
Gather information

Document

Actions and Recommendations

Label



5.  Record and Organize Interview Data

a.   Arrange notes to assist in the overall diagnosis.

b. Gather other supporting information referred to during the interview.

c. Document the interview.

d. Maintain a chronology to describe actions and recommendations.

e. Label
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	INTERVIEW FOLLOW-UP

Recommendations/commitments 
Close the case

Coordinate inquiry/investigation




6.  Follow-up

a.   Follow up on any recommendations, commitments, or issues raised during the interview.

b. If the complainant was satisfied or unsubstantiated, close the case.

c. If an inquiry is warranted, determine who will coordinate it and exercise the proper chain of command.  
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Questioning Techniques


Paraphrase the following: When interviewing it is important to ask appropriate questions.  While there are several types of questions that can be asked; some questions produce more valuable responses than others. Lets look at the types of questions you may use as well as their good and bad points.

PART III
INTERVIEW QUESTIONING TECHNIQUES

(SHOW PPT SLIDE #12)               (The following ppt is set-up to transition bullets)
	TYPES OF QUESTIONS

Direct question
Open-ended question

Narrow question

Paraphrase question

Leading question

Yes/No questions

Loaded question



(Next Bullet)   

1.  Direct Questions
a.  Asks explicitly for a reply on a specified topic, such as, “what,” “when,” “where,” “who,” and “why.” 

b.  Advantages:  The primary uses of direct questions are to get detailed answers, to determine missing information, and to save time.

c. Disadvantages:  Can have a unfavorable effect if the interviewee is talkative and has a poor sense of relevancy.

2.  Open-Ended Question 
a.  Questions that allow the interviewee to select information in their response that he/she believes are pertinent and relevant.  (Examples:  “What happened next?” or  “What happened after you entered the room?”)

b.  Advantages: Allows the interviewee to report information that would be lost if the interviewee were forced to recount his/her story solely through responses to narrow questions.  Because the interviewee is permitted to report events in their own terms and without interruption for specific detail, the interviewee will recall matters, which would be forgotten if otherwise interrupted.

c.  Disadvantages:  Can have a detrimental effect if the interviewee is talkative and has a poor sense of relevancy.  The loose structure of the open-ended question allows the talkative interviewee to ramble about topics that are only slightly related to the case.  Open-ended questions provide very little memory stimulation when narrow questions can give an interviewee focus. 

3.  Narrow Question
a.  Questions in which the interviewer selects the general subject matter and what aspect of the subject matters that should be discussed.  Examples:  “Where were his hands when he said...?” or “How many times has she called you at home?”

b. Advantages:  Narrow questions elicit detail by causing the interviewee to search their memory for specific topics.  Where an interviewee, for whatever reason (sensitive subject), feels uncomfortable, they are likely to provide less than complete information in response to open-ended questions.  Narrow questions can be used to avoid discussion of a sensitive topic until rapport is developed enough to increase the interviewee’s comfort level. 

c.  Disadvantages: Narrow questions can inhibit the development of rapport.  Interviewees who are required to respond almost exclusively to a lengthy set of narrow questions may feel they never had a chance to fully explain what happened. The overuse of narrow questions will prevent the full story from emerging.

4.  Paraphrased Question 
a.  The interviewer repeats the other person’s last response in his/her own words.

b.  Advantages: This is a type of feedback that is usually done to get the other person to expand further on their last point.

c.  Disadvantages: Assuming that the EOR knows best, the interviewee will often go along with the EOR’s description.  
5.  Leading Question

a.  A statement followed by a suggestion of what the answer should be.  (Example:  “That sounds like sexual harassment to me, don’t you agree?”)

b.  Advantages: NONE.  Because of the nature of leading questions, it is recommended that this type of question should be avoided during an interview.

c.  Disadvantages:  Particularly where the interviewee is unsure of the answer, the use of leading questions will often cause distortion.  
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6.  Yes/No Questions
a.  Are constructed in such a way that the interviewee can respond with a simple, “yes” or “no” or perhaps “I don’t know.”  (Examples: “Did you know beforehand that there would be drinking at the party?” or “Were you drunk?”)  Yes/no questions are similar to leading questions in that they severely restrict the range of response.

b.  Advantages: NONE.

c.  Disadvantages: By asking a yes/no question, you suggest to the interviewee that the subject matter of the question is important and relevant causing the interviewee to feel the facts are not developing in favor of the interviewee.  This will affect rapport. 
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7.  Loaded Questions - 
a.  A dangerous question not only encouraging a specific response, but one that also has strong emotional overtones. (Example: “You certainly don’t object to working for a woman, do you?”)

b.  Advantages: NONE.  It indicates a lack of ability on the part of the interviewer and negates the value of the interview to a large extent.

c.  Disadvantage: The interviewee will perceive the unfairness of the question and a certain amount of bias on the part of the interviewer.  

Paraphrase the following: One of the necessary tools to be an effective EOR is your ability effectively sort through and control the communication process.  This requires you to develop the skills necessary to conduct a successful interview.  The skill of interviewing can only be gained through practice.  
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Summarize lesson objectives.

	SUMMARY

Definition and purpose 
Steps in the interview process

Interview questioning techniques



CLOSING:  In order to be a successful interviewer you should find the areas in which you need to improve and practice those areas correctly.  You will have the opportunity to practice interviewing skills in small group

Interview Evaluation Checklist

	OPENING THE INTERVIEW
	S
	
	U
	COMMENTS

	1.  Greeted interviewee promptly and cordially.
	
	
	
	

	2.  Began to establish rapport with the interviewee.
	
	
	
	

	3.  Determined why individual is here.
	
	
	
	

	4.  Explained role of the EOA.
	
	
	
	

	5.  Explained the limits of anonymity. 
	
	
	
	

	6.  Established the procedure of the interview.
	
	
	
	

	7.  Acknowledged time limitation.
	
	
	
	

	8.  Explained the purpose of note taking.
	
	
	
	

	
	
	
	
	

	BODY OF THE INTERVIEW
	S
	
	U
	COMMENTS

	1.  Allowed the interviewee to tell his/her story.
	
	
	
	

	2.  Continued maintaining rapport.
	
	
	
	

	3.  Asked open-ended questions.
	
	
	
	

	4.  Paraphrased interviewee at times.
	
	
	
	

	5.  Maintained control of the interview.
	
	
	
	

	6.  Maintained strict impartiality.
	
	
	
	

	7.  Maintained appropriate eye contact.
	
	
	
	

	8.  Remained aware of the time.
	
	
	
	

	8.  Was not interviewed by interviewee.
	
	
	
	

	9.  Listened attentively.
	
	
	
	

	10.  Accepted interviewee feelings.
	
	
	
	

	11.  Maintained positive non-verbal communications.
	
	
	
	

	12.  Used narrow questions to elicit detail later in interview.
	
	
	
	

	13.  Determined what the interviewee wants to happen.
	
	
	
	

	

	CLOSING THE INTERVIEW
	S
	
	U
	COMMENTS

	1.  Summarized the information gathered.
	
	
	
	

	2.  Asked if interviewee had anything to add.
	
	
	
	

	3.  Explained what was to happen next.
	
	
	
	

	4.  Set up future follow-up.
	
	
	
	

	5.  Ended interview in a professional manner.
	
	
	
	


S- Satisfactory

U- Unsatisfactory
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