
HIRING PROCESS 
MATRIX SYSTEMS GROUP



BACKGROUND

➢ The Operations Department VP has contacted Heather Dykes, Instructional 
Designer in the L&D Department of Matrix Systems Group.

➢ The VP explains that there have been several new managers hired into her 
department in the last year, and that they will be hiring supervisors and line staff. 
Also, it has been some time since her long-term managers have had hiring 
training.

➢ She tells the Instructional Designer (Heather) that her managers need to be 
trained on hiring within the next month. However, she feels that she has had 
plenty of hiring experience and does not need to be trained. 

➢ Side Note: The Ops VP has been employed with the company for 2 years, but
has only been a VP for one year. Business results have been increasingly poor for 
the last 18 months.



NEEDS ANALYSIS (SAMPLE)
TO BE COMPLETED BY THE VP OF OPERATIONS WITH FOLLOW-UP MEETING WITH THE 
INSTRUCTIONAL DESIGNER

Importance - What key business goals will be met by this 

training?
Enter text here. Fields will expand to fit the text.

Importance - please describe the risk of not doing this 

training. 

Is this request based on an existing performance problem? 

If yes, please describe the performance problem. 

Do the Managers have the necessary knowledge and skills 

to perform effective interviews? If no, what knowledge / 

skills are lacking?

Did the Managers used to have the knowledge/skills 

needed to interview effectively? 

Does anyone else in the organization have this knowledge? 

For example, someone who is a manager now or who has 

moved to another department?



NEEDS ANALYSIS (CON’T)

For what achievements or behaviors do the Managers get 

rewarded? 

Are there any incentives for quality of hires, employee, 

employee satisfaction? 

Include tangible and intangible rewards or recognition.

Enter text here. Fields will expand to fit the text.

Are there any unintended rewards for  managers if they do 

NOT follow the recommended interview process? Tangible, 

intangible?

What are some current metrics for your department’s 

success? (Sales, Net Profit Margin, Delivery Times, 

Employee Turnover, other)

How do your managers feel about allocating significant time 

to the hiring process? How do you feel about allocating 

significant time to the hiring process?

Has a budget been set for this training? If so, what is it?

What will be the business consequences if this training is not 

completed by all managers within the next six months? 

Within the next year?



TARGET POPULATION ANALYSIS (SAMPLE)
TO BE COMPLETED BY THE VP OF OPERATIONS WITH FOLLOW-UP MEETING WITH THE 
INSTRUCTIONAL DESIGNER

Who is the target audience for this request? Enter text here. Fields will expand to fit the text.

Does the target audience have prior knowledge of this topic 

or issue?

Who will be responsible for delivering the training? Ex: 

Instructional Designer, Trainer, Sr. Recruiter or other SME? 

Or will training be via computer?

How would you describe the morale and confidence level of 

the audience when it comes to the topic or issue?

What locations do the employees in the target population 

work at? What facilities are available for training at each of 

these locations?

Are there any existing work examples, such as past 

interview scenarios or guides, that could be incorporated into 

this training? Dept. Goals or Values?



TARGET POPULATION ANALYSIS (CON’T)

What are the benefits of participating in this training (What’s 

in it For Me?)

Are there any benefits (or consequences) for non-

participation?

Enter text here. Fields will expand to fit the text.

Are there other departments or positions impacted by this 

change to interviewing practices? For example, recruiters, 

receptionists, executive admins, other?

What is the total number of managers that need to be 

trained? Do you anticipate the training will occur in large 

groups? In groups of 10? Or will the training likely need to be 

done one at a time?

What tools are available for them when it comes to 

delivering/taking training? For example, computer, 

internet/intranet, training room, closed office, headset (for 

speakers),etc.



DETAILED COURSE OUTLINE

Background Discuss the reason for the training. Include upcoming hiring 
goals and business results (facts). Provide participants with 
the Learning Objectives for this course.

Supporting Concepts Standardized process and “fit”. Behavioral based 
interviewing will be discussed during that section.

Overview of Hiring Process Include a fill-in-the-blanks assessment

Behavioral-Based Interviewing  
(In-depth)

Training, practice and assessment

The New Interview Process 
(from scheduling to determining 
salary)

Training, practice and assessment

Resources Link to helpful sites on company intranet, or resource 
documents such as a fillable interview guide.



LEARNING OBJECTIVES 
(FOR INTERVIEW TASK)

1. Given a Job Description with Skills and Behaviors identified,  the manager will be able to 
generate an interview guide from the Interview Guide Generator on the M:\Drive

2. Given an interview guide and job candidate, the manager will follow the interview guide, 
without asking ‘illegal’ questions.

3. Given an interview guide, job candidate, and incomplete answer to an interview question, 
the manager will ask 1-2 follow-up questions to elicit additional information.

4. Given an interview guide and job candidate, the manager will take brief notes during / after 
each question, without noting ‘extraneous’ info.

NOTE: Job Descriptions and Questions will reflect a position and skills that are currently in-
demand in the Operations department to make the experience as realistic as possible for the 
managers.



ASSESSMENT METHODS
(FOR INTERVIEW TASK - DIRECT)

1. Given a Mock Job Description with Skills and Behaviors identified,  the manager will generate 
an interview guide from the Interview Guide Generator on the M:\Drive

2. Given an interview guide and job candidate (video simulation), the manager will follow the 
interview guide without asking ‘illegal’ questions. Responses will be recorded by the program 
and sent to the instructor. 

3. Given an interview guide, job candidate (video simulation), and incomplete answers to an 

interview questions, the manager will ask 1-2 follow-up questions to elicit additional information. 
Responses will be recorded as above. 

4. Given an interview guide and job candidate, the manager will take brief notes during / after 
each question. The completed interview guide will be sent to the instructor for review.

** Feedback will occur in 1-2 days time via Skype call with the instructor.



TASK ANALYSIS - INTERVIEW

Manager meets with HRBP to 

discuss position / skills / 

behaviors

Manager uses Interview 

Guide Generator on M:\Drive 

and selects skills / behaviors

Manager conducts interview 

by following guide and not 

asking “illegal” questions

Manager asks follow-up 

questions to get complete 

answer if needed

Manager records brief notes 

on interview guide

Manager thanks candidate for 

coming in and informs of next 

steps



SUPPORTING CONCEPTS + EXAMPLES

Employee / Job / Company Fit

Give example of employee who is shy 

and holds a degree in mathematics 

being hired into a high-pressure sales job 

at a car dealership.

Standardized Hiring Process

Show process workflow. Give example 

of what happens when all managers 

follow a different process, don’t use an 

interview guides, etc.

Behavioral Based Interviewing

What is behavioral based interviewing? Give 

three examples of “other” question types with 

side-by-side comparison of behavior-based 

questions.



SUPPORTING FACTS + EXAMPLES

➢ Business Goals and Results

“Goal for FY 2016 was $5.4 million. Result was $4.8M. Goal for FY 2017 is $5.6M. 
Result for Q1 of 2017 is $.1.2M.”

➢ Turnover Data

“Turnover for FY 2016 was 20.1%. Specifically for Operations, turnover was 
26.4%.  20% of the employees who left Operations were new Managers.”

➢ Relationship between turnover and business performance

“Data from Society for Human Resources Management shows us that in 
companies and departments with greater than 25% turnover, business result 
decreased by an average of 18%”



CONTENT TO BE PRODUCED

Interview Guide - participants will gain direct experience with producing an interview guide 
using the template on the M:\Drive. 

The job description and core skills/behaviors will be provided. The participant will select a 
maximum of 10 skills/behaviors from the Excel Macro spreadsheet. When they click Submit, an 
interview guide will be generated which they can save to their desktop. 

Skill/Behavior Definition
KEY SKILL FOR 
JOB? (Y/N)

COMMUNICATION -

Reflective Listening

Seeking to understand the speaker, 

then reflecting the information 

back to them to confirm 

understanding.

Y

COMMUNICATION -

Effective Speaking

Speaking in a clear and concise 

manner, using appropriate volume,  

variations in tone and enunciating 

words.

Y

SALES - Understanding 

Customer Needs

Asking questions of the customer to 

find out what they need and want 

in a vehicle

N

Submit



CONTENT TO BE PRODUCED

Tip Sheet on Effective Probing Questions

➢ Effective Probing  Questions Address Gaps in Responses

➢ They will almost always use “Who, What, When, How, Why?”
Note: Several responses will be provided for each scenario, the following is a sample.

1) Situation - Can you give me more detail about the background? What was it that caused 
the problem?

2) Task - Tell me what the customer was expecting when they placed their order, in terms of 
specs and delivery time.

3) Action - I’m not sure I got all the details of what you did to solve the problem. When you 
called the customer back, how did you assure them that you would handle it?

4) Result – It sounds like the customer  was happy with the service they received. Did you say 
they referred someone else after that interaction? Can  you think of any additional details, like 
feedback you received from your manager?



CONTENT TO BE PRODUCED  (CON’T)

Candidate Interaction video - PRACTICE

Since behaviors/skills have already been determined, as have questions, the 
instructor will have prepared video responses to the Managers questions. These 
answers will be “correct” but rambling or incomplete, which will require the 
Manager to ask follow-up questions (utilizing the tip sheet).

Describe a time when you 

used active listening skills to 

help resolve a disagreement 

with a customer or co-worker. 

One day when I was 

working at Lowe’s, a 

customer came in and was 

very angry about not 

getting the promo price.



CONTENT TO BE PRODUCED  (CON’T)

Candidate Interaction video – PRACTICE con’t

The manager will be able to refer to the tip sheet. They will be provided with a multiple 
choice question after each candidate answer, asking them to choose an appropriate 
follow-up question. 

Based on their choice, they will see one of 4 recorded “Result” videos, that show what the 
candidates response would have been. 

Afterward, there will be a pop-up message that explains why their choice was (or was not) the 
best response.

Video Result + Text ExplanationIncomplete Answer + Mgr Choice

a)

b)

c)

d)



Video Feedback (Skype)

The instructor will take 1-2 days to analyze the Managers responses, depending on class size. 
The manager will then conduct a feedback session separately with each manager via Skype.

CONTENT TO BE PRODUCED  (CON’T)



INSTRUCTOR GRADE / FEEDBACK



INSTRUCTOR GRADE / FEEDBACK (CON’T)


