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PREFACE

We have immense pleasure in placing our book on Business Communication - II for Semester II
written according to the Revised Syllabus of the University of Mumbai (2016-17), in the hands of
dynamic teachers and enthusiastic learners of FY.B.Com.

The book prepares the learners for the accelerated pace of business communication by clearly
connecting every aspect to the workplace. It is a humble effort to initiate the learners into the threshold
of facing interviews, written communication in the form of letters, reports, and news releases along
with drafting of notice, agenda and resolutions.

In business, numerous situations may arise everyday, necessitating writing and this book is a
modest attempt to make the learners/readers aware of the more common topics and guide them to
write meaningful correspondence in simple English, in the respective situations.

We have taken utmost care to provide a glimpse of sample letters, reports, notices and resolutions
according to situations, and the syllabus prescribed.

Though the samples provided are not exhaustive, we encourage the learners to use his/her
imagination, mental ability and knowledge while writing any business correspondence.

We extend our sincere gratitude to our publisher, Himalaya Publishing House Pvt. Ltd. for giving
us this wonderful opportunity to serve the student community in our own little way.

We request our learned teacher colleagues to share with us any feedback and their potential
insight so that we can incorporate the said insights in our revised edition in the next issue of the book.

With Best Wishes and Prayers

Dr. Muktha Manoj Jacob
Ms Chippy Susan Bobby

Ms Shefali Naranje



SYLLABUS

Modules at a Glance

Sr. No. Modules No. of
Lectures

1 Group Communication 15

2 Business Correspondence 15

3 Language and Writing Skills 15

Total 45
Note: One tutorial per batch per week in addition to number of lectures stated above

(Batch size as per the University norms)

Sr. No. Objectives

1 To develop awareness of the complexity of the communication process

2 To develop effective listening skills in students so as to enable them to comprehend
instructions and become a critical listener

3 To develop effective oral skills so as to enable students to speak confidently
interpersonally as well as in large groups

4 To develop effective writing skills so as enable students to write in clear, concise,
persuasive and audience centered-manner

5 To demonstrate effective use of communication technology

Sr. No. Expected Outcome

1 After successful completion of the course, the learner should be able to enhance his
listening, speaking, reading and writing skills to meet the challenges of the world



Sr. No. Modules/Units

1 Group Communication

1. Interviews: Group Discussion, Preparing for an Interview, Types of Interviews –
Selection, Appraisal, Grievance, Exit, Online

2. Meetings: Need and Importance of Meetings, Conduct of Meeting and Group
Dynamics, Role of the Chairperson, Role of the Participants, Drafting of Notice,
Agenda and Resolutions, Types of Secretaries – Company Secretary/Private
Secretary, Functions of Secretaries (only to be discussed and not to be assessed)

3. Committees and Conferences: Importance and Types of Committees, Meaning and
Importance of Conference, Organizing a Conference, Modern Methods: Skype and
Webinar

4. Public Relations: Meaning, Functions of PR Department, External and Internal
Measures of PR, Crisis Management, Press Release

2 Business Correspondence

1. Trade Letters: Letters of Inquiry, Letters of Complaints, Claims, Adjustments, Sales
Letters, Promotional Leaflets and Fliers, Consumer Grievance Redressal Letters,
Letters under Right to Information (RTI) Act

3 Language and Writing Skills

1. Reports and Business Proposals: Parts, Types, Feasibility Reports, Investigative
Reports, Drafting of Business Proposals

2. Summarization: Identification of Main and Supporting/Subpoints, Presenting these
in a Cohesive Manner

3. Tutorial Activities: Group Discussion, Book Reviews, Mock Interviews



QUESTION PAPER PATTERN

Maximum Marks: 100
Questions to be Set: 06
Duration: 03 Hours

Question
No.

Particulars Marks

Q.1 A. Explain the terms in 02-03 sentences (05 out of 08)
(From all units)

10 Marks

B. Match the following 05 Marks

Q.2 Short Notes (04 out of 06): Unit I – Chapter 1, 2 20 Marks

Q.3 Essay Type (02 out of 03): Unit I – Chapter 3, 4 20 Marks

Q.4 Letters (04 out of 05) 20 Marks

(i) Letter of Inquiry

(ii) Complaint/Claims/Adjustment Letter

(iii) Sales Letter

(iv) Consumer Grievance Redressal Letter

(v) RTI Letter

Q. 5 Drafting of Report or Business Proposal 10 Marks

Q. 6 Drafting of Notice, Agenda and 02 Resolutions 10 Marks

Q. 7 Summarization 05 Marks

Note:
Each Semester will be of 100 marks
Paper Pattern for ATKT Examination: 75 Marks
Syllabus in which the student had appeared
[Examination Rules and Regulations of Mumbai University apply]
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Learning Objectives:

 To understand the importance of interview
 To know the different types of interview
 To highlight on the preparations for interview
 To know the techniques of conducting interviews

Learning Outcome:

 The learner tries to be mentally prepared to face the interview
 Understands the types of interviews and the situation in which the

respective interview is conducted
 Learns about the preparations for interview.

SUMMARY

An interview is a formal meeting generally between two people where
questions are asked by the interviewer to obtain information, qualities,
attitudes, wishes, etc., from the interviewee.

It is an attempt to secure maximum amount of information from the
candidate concerning his/her suitability for the job under consideration.

INTERVIEWS

BUSINESS COMMUNICATION
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 GROUP COMMUNICATION: AN OVERVIEW

Every modern large-scale business organisation is run and managed by various small or big
groups like: (i) the Board of Directors, (ii) the managerial team, (iii) the production team, (iv) the
group of market-investigators, (v) the group of financial advisors, legal consultants, technical experts,
(vi) the team of P.R. Experts and (vii) even the Pressure Group (union leaders and workers). All these
groups work with proper co-operation and co-ordination to achieve the “Business Goals” for their
organisation.

All these big or small groups interact with definite objectives. Their close proximity in the
factory/office for several hours everyday prompts them to communicate face-to-face and discuss the
routine problems as well as special issues. They try to reach decisions, acceptable to all.

Group Communication, therefore, has become a very important feature of the modern business
management. Various groups, as described in the first paragraph, meet at either their departmental
staff meetings or committee meetings or some conferences where they discuss and try to solve various
staff/management/technical and financial problems. The process starts with a discussion and finally
culminates into a decision and its implementation.

However, it is generally observed that every group meeting creates some controversies,
competitions or conflicts. Very few understanding members of a group readily accept the useful ideas
of other members because they want to work towards certain goals. Other members who are
disgruntled, selfish, egoistic or self-centred and are suffering from one or the other psychological/
mental problem, create problems at every meeting and it is very difficult to handle such rowdy
elements. They exert ‘pressure’ on the sincere members, including the Chairman.

With a view to making Group Communication effective, there should be a learned,
knowledgeable, competent and impartial Chairman and interested (desirable – sincere) members. They
all should be open-minded, tolerant and active with a healthy attitude, proper frame of mind and
positive approach.

The Chairman should see to it that instead of conflicts and controversies consuming the allotted
time, effective communication takes place for which he has to create a favorable environment. He
should encourage only the right-thinking members by appreciating their rightful contributions.

The Chairman should be a friend, a philosopher and a guide to stimulate a proper discussion and
under his able commandership, all the members should follow him like the true soldiers of his army.
They should rise above their narrow selfish interests and vested motives and communicate effectively
for the general welfare of the organisation. They should not spoil GROUP COMMUNICATION by
succumbing to various socio-politico-psychological or cultural barriers. Thus, their ability to
participate effectively in GROUP COMMUNICATION will prove to be an asset for their organisation.
Their active participation, rational discussion and positive contribution will be the best way to
demonstrate their talents in the larger interest of their organisation.

Meetings, Committees and Conferences are the common forms and platforms of Group
Communication.

In the changed circumstances today, when the national and the international business activities
have become too hectic, complex and competitive, top managements cannot attend to many problems
owing to Lack of Time. Also, the staff participation in the daytoday management of an organisation is
being given due importance. Hence, most of the progressive organisations have started making an
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increased use of Group Communication by appointing committees, arranging conferences and
calling various meetings for the following purposes:
(i) To give relevant and current information.
(ii) To exchange news, views and suggestions.
(iii) To formulate new policies and to review the old ones.
(iv) To provide proper motivation.
(v) To get better co-operation.
(vi) To establish peaceful industrial relations.
(vii) To solve various staff/management problems.

The Committees, Conferences and Meetings are very powerful and useful platforms for Group
Communication and management action. However, on some occasions, they do not prove to be ideally
productive as discussions are just prolonged, decisions are postponed and unnecessary delays are
caused due to clash of ego and vested interest.

 TECHNIQUES OF GROUP DECISION MAKING

Introduction
Every business/industrial organisation is divided into various units/sections/departments for the

purpose of “GOOD GOVERNANCE” (administration/management). Every unit/section/department is
run/managed by HUMAN BEINGS, along with some machines and even computers. Wherever there
are HUMAN BEINGS, there are some “WORK-RELATED” OR “MAN-RELATED” problems.
Every organisation follows one or the other suitable/practicable (as the situation demands)
“technique” to solve these problems.

Whatever the technique an organisation decides to follow, first of all: (i) a problem is defined,
(ii) then it is analysed, (iii) discussed at length and (iv) finally it is solved when some “decision or
solution” is arrived at.

The head/chief of a GROUP (committee, section, department, unit) is FIRST OF ALL made
aware of some problem. He/she invites other members and even the opponents/rivals (if need be) to
participate in the “PROBLEM SOLVING EXERCISE”. The given problem (for example: old
equipment or machinery, improper lighting or hygienic conditions, power-failure or cuts, workers’
dissatisfaction, etc.) is discussed seriously from all possible angles. Once the central point is found out,
the group goes to the next step. There may be various solutions of that problem. The group, then
makes a careful choice and decides upon the BEST SOLUTION. In doing so, opinions/suggestions of
all the members of the group are given due weightage; so that when the IMPARTIAL solution is
placed before the higher authorities and the workers’ union, they should find it “practicable and
implementable” and agree for its implementation. Finally, the management should regularly check the
implementation (process) to see that it is on the right track. If anything is missing, necessary changes
should be made or an alternate SOLUTION should be found out.

Some Important Techniques
The following are some important techniques of Group Decision Making: (a) Committee

Meetings; (b) Command Meetings; (c) Brainstorming Sessions; (d) Nominal Group Technique;
(e) Delphi Technique and (f) Quality Circles.
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Committee Meetings
Committees are an integral part of every business/industrial organisation. They exist at different

levels and enjoy a wide degree of acceptance. A specific problem is entrusted to a committee. The
discussion is formal. private and the committee arrives at a decision.

Collective knowledge is concentrated on the given problem. In the course of the Committee
meetings, ideas are exchanged spontaneously and new methods of dealing with the given problem are
suggested. In this way, committee meetings make a really worthwhile contribution. Management-
workers relations are improved. When a decision/solution is communicated to the workers,
committees help managements to find out the reactions. If the employees are not happy, steps can be
taken immediately to avoid any possible friction at a later stage. Committee meetings, thus, help to
safeguard the interest of both the employees and the employers.
Command Meetings

Like a committee meeting, a command meeting is also a technique of decision making in a
GROUP. When there is a meeting between a SENIOR (e.g., manager) and his/her JUNIORS (workers),
to discuss any problem and arrive at a decision, it is called a COMMAND MEETING. In this meeting,
as the term suggests, only the SENIOR (MANAGER) is authorized for taking decisions. The
JUNIORS (WORKERS) are supposed to offer their opinion/s only. They do not have any “Say” and
hence not allowed to take decisions.

For arranging a Command Meeting, the SENIOR (MANAGER) alone decides about the time and
the place of the meeting and the procedure to follow. The SUBORDINATES (WORKERS – STAFF)
attend the meeting just to share their ideas/experiences. They get only a psychological satisfaction that
their views are taken into consideration to arrive at a decision. However, in a command meeting, the
true spirit of democracy is missing; as the decisions taken are autocratic. The main aim (on paper) of
this type of meeting is MANAGEMENT’S attempt or show of sharing information with the JUNIORS
(SUBORDINATES – WORKERS). Actually speaking, a SENIOR (MANAGER) tries to remove
misunderstandings, clarify his organisation’s policies and issue fresh instructions.
Brainstorming Sessions

This technique of solving problems and taking decisions (decision making) in a GROUP, was
developed by ALEX F, OSBORN and hence, he is known as the “FATHER OF BRAINSTORMING”.
The purpose of this technique is to find out multiple creative solutions of a given problem. Whenever a
brainstorming session is held, multiple ideas are invited. Anyone member would offer his/her opinion
and that would stimulate some other member to offer his/her idea. In this way, the COMBINED
EFFORTS of all the members of that group generate many new ideas. A brainstorming session, thus,
encourages a free flow of ideas. Members of the group do not criticize anyone for any idea/suggestion.
They, on the contrary, appreciate every idea for its quality and freshness and encourage that member.

Whenever a brainstorming session is held, five to seven members of the group put their heads
together, discuss the given problem put before them by the GROUP LEADER. One by one, the
members offer their ideas/suggestions which are recorded. Then, further analysis and discussion take
place and finally, “THE BEST IDEA” is selected.

Unlike a command meeting, a brainstorming session is a democratic method of group decision-
making. In it, every member of the group gets a FAIR CHANCE to participate in the discussion and
offer his/her ideas. In the process, fresh and quality ideas are generated and the final decision gets a
greater acceptability because many people are involved.
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Nominal Group Technique
Like in a Committee meeting, members of a NOMINAL GROUP discuss the given problem

among themselves INDEPENDENTLY without anyone’s interference or instructions.
The members of a NOMINAL GROUP meet and each member notes his/her own ideas

INDEPENDENTLY. When all the ideas (of all the members) are put forth, discussion starts for the
evaluation of each idea. Every member is allowed to record his/her ranking. At the end, the final
decision is arrived at on the basis of the HIGHEST AGGREGATE RANKING given to the best idea.
The NOMINAL GROUP TECHNIQUE allows all the members of the group to act and react
independently without any restriction. The chief characteristic of this technique is that “no time is
wasted” in any irrelevant discussion. Every member gets a FAIR CHANCE to express his/her opinion.
There is free, frank and democratic interaction among the group members.

However, there is a possibility of SUBJECTIVE/BIASED ranking because of some internal pulls
and pushes. Consequently, the really best idea may not get the highest ranking and may be rejected.
DELPHI Technique

The Delphi Technique and the Brainstorming Technique of Group Decision Making are similar
except that in the Delphi Technique, the group members are NOT PHYSICALLY PRESENT at the
time and place of discussion and have no chance to discuss the given problem FACE TO FACE.
Members contribute their ideas/opinions from different places (parts of a country or even from some
other country).

As soon as a problem is identified, the members of the group are given a “CAREFULLY
PREPARED QUESTIONNAIRE”. Every member independently completes the given questionnaire
without declaring his/her identity. This is the FIRST STAGE of the Delphi Technique.

At the SECOND STAGE, the data of the first questionnaire is compiled at a certain location and
analysed. The result is conveyed to every member.

At the THIRD STAGE, the members study the result and offer their suggestions. Consequently,
some new solutions emerge. This process continue till a CONSENSUS is arrived at.

By using the Delphi Technique of Group Decision Making, an organisation can save a lot of time
and money. The members/managers are NOT required to meet together at a particular place/time.
Since they are NOT PHYSICALLY PRESENT, time is not wasted in any unrelated or irrelevant
discussion. Also, since the identity of the members is not known, the members can express their
ideas/opinions/suggestions freely and frankly even if that includes CRITICISM of their superiors or
any management policy. However, much time is spent on sending questionnaires and arriving at
consensus. Hence, whenever a quick solution is needed, the DELPHI TECHNIQUE cannot be used.
Also, in this technique, doubts cannot be clarified on the spot. Also, the well-known advantages of the
FACE TO FACE (INTERPERSONAL) communication cannot be achieved.
Quality Circles

A Quality Circle (QC) is a small group of workers from the same department/section/unit. They
meet regularly with the purpose of identifying, analysing and solving the department-related problems.

The concept of Quality Circles is the brainchild of DR. ISHIKAWA KAORU who practised it in
Japan and popularized it in 1960s (sixties of the 20th Century).

The members of a Quality Circle work on their own and they meet voluntarily at regular intervals.
They note down their department-related problems and one by one, they select the problem, according
to its importance and urgency for analysis (to find out “how”, “why” and “when” of the problem) and
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then they discuss it. Finally, they come to a finding and solution which they recommend to the higher
authorities (management). The management, after reviewing the solution, may implement it and
reward the “GROUP” for its achievement. This method brings the management and the staff closer.
Then they try to understand the problem/s of each other. Consequently, tensions and frictions are
avoided and healthy (and peaceful) industrial relations are established.

 GROUP DISCUSSION

Why Group Discussion? Importance
Today, almost in every organisation, it is a fact that various groups exist and it is because of their

effective discussions, important decisions are taken.
Similarly, group discussions have become a popular and convenient means of selection and

placement. They precede interviews. This is because a large number of candidates apply for a job.
It becomes difficult to assess the personality and the worth of the candidates. Further, when a
candidate is made to appear before a panel of selectors or interviewers, he may become tense and
diffident. It becomes impossible to judge a person’s suitability for the job in question.

Group discussions take place among the candidates themselves. It is a discussion on a given
subject. The atmosphere is informal. The selectors act as observers or moderators. They observe and
note down the personality traits of the participants. UPSC, State Public Service Commissions, Service
Selection Boards, Universities and IIMs generally hold such Group Discussions as a selection tool.

Nature and Procedure
Group discussion is a useful selection device to assess the personality of the candidate and to

determine how far he/she is suitable for a given job. An interesting feature of these discussions is that
it throws light on the candidate’s social behavior. In other words, we can observe how he interacts
with others and in doing so, we get a glimpse of his real traits.

Generally, those who qualify at the written test(s) are called for Group Discussions. It may
consist of eight to ten candidates. The examiner gives the topic for discussion. He may put forth two or
three topics and let the group select anyone of them. The discussions are usually conducted in English.
But State Public Service Commission may allow the official language of the state. Candidates are free
to express their views freely and fearlessly and without any tension as the atmosphere in a group
discussion is quite informal. They can decide who should speak first and for how long. The
participants themselves may sort out all these procedural problems.

In these respects, it differs from an interview. The interviewer controls and guides the interview.
But in a group discussion, the members are given the freedom to exercise their choice with regard to
the nature of discussion.

Group Discussions are different from debates. A debate is conducted in a formal manner. Those
who would speak for the motion and those against is already decided. They cannot argue for both the
sides. But such formal rules are not applicable to group discussions. Participants are free to express
their views in any manner they like and whenever they like. There is no Discussion Leader in such
groups. However, as the group discussions proceed, the examiner can easily discern and identify the
participants who have leadership qualities. These can be seen from their initiative, fluency in
communication and ability to carry the group along with them. Examiner can also observe whether a
participant’s discussion is pertinent. logical and cogent; whether he has an open mind or a closed one.
He can also find out whether a person is a good listener, and whether he has the candidness to
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appreciate and even applaud other person’s point of view. Group Discussions instantly separate
participants who are dull, dumb, dim-witted and prejudiced. Only those who evince leadership
qualities are called for the final interview.

Problems of Group Discussions
However, useful the group discussions are as a selection device, they have certain problems.

These problems may inhibit proper assessment of the participants. Some of these problems are given
below:
(a) Choice of the subject: The subject(s) chosen by the examiner(s) may not be very effective in

eliciting adequate response from the participants. The candidates may not be able to relate
themselves to the given topic if it is abstract or metaphysical in nature.

(b) The medium of discussion: Though most participants know two or more languages, they may
not be equally proficient in all of them. A person who can express himself ably in English may
not be able to do so in any other language. Conversely, a person may be fluent in a regional
language and may find the medium of English a hurdle to the full expression of his thoughts and
ideas. Language problem throws a cloak on the real personality traits of the individual participant.

(c) The nature of the group: It is true that the group discussions are held in an informal atmosphere.
Still, the awareness of formal context remains. In other words, the participants are aware that
somebody is observing them from some remote corner. This makes them somewhat self-
conscious. Further, the participants are all strangers. This creates a kind of barrier. They cannot
interact freely till they become familiar with one another.

(d) The views of the examiners: It may so happen that the examiners themselves may have certain
prejudices. They may not like the blunt and forthright views of some of the candidates. Such
personal bias may act as a hurdle in the proper selection of the candidates.

Guidelines for Effective Group Discussion
Participation in Group Discussions requires skill and training. It is observed that on many

occasions, a number of difficulties crop up and the Group Discussion fails. Ability to take part in a
Group Discussion is an important achievement. It has been adopted as an effective method to analyse
the sociological problems and to solve them. Therefore, (i) before participating, every participant
should prepare himself mentally. (ii) If the subject of the discussion is known in advance, he should
collect relevant papers/material and prepare the subject properly. (iii) He should discuss the topic
confidently and clearly. (iv) In a Group Discussion, generally, there is competition and sometimes
there is conflict. In order to avoid any conflict or controversy, he should present his views courteously
with the You Attitude in mind. (v) He should be a good listener first and then a debater. (vi) When
others argue, he should not interrupt but respect their views and arguments.

Conclusion
A Group Discussion is a very pleasant, lively and useful communication activity for those who

are intelligent and skilful. It helps the participants in ‘Understanding a situation’ or ‘the traits of a
person’. Once the situation becomes clear through a discussion and various points of view are obtained,
it becomes easy to solve the problem. It is an education and training in itself for the participants.
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 MEANING OF INTERVIEW

The word interview comes from Latin and middle French words meaning to “see between” or
“see each other”. Generally, interview means a private meeting between people when questions are
asked and answered. The person who answers the questions of an interview is called an interviewee.
The person who asks the questions of an interview is called an interviewer. It suggests a meeting
between two persons for the purpose of getting each other’s view or for knowing each other. When we
normally think of an interview, we think of a setting in which an employer tries to size up an applicant
for a job.

According to Thill and Bovee, “An interview is any planned conversation with a specific purpose
involving two or more people”.

So, an interview is a formal meeting between two people (the interviewer and the interviewee)
where questions are asked by the interviewer to obtain information, qualities, attitudes, wishes, etc.
from the interviewee.

Thus, interview can be defined as an attempt to secure maximum amount of information from the
candidate concerning his/her suitability for the job under consideration.

It tries to achieve an accurate appraisal of the applicant in terms of his/her educational
qualification, training, family background, previous work experience and judge the applicant’s certain
qualities like manners, appearance, conversational ability, meet other people pleasantly, etc.

 PREPARING FOR THE INTERVIEW: STRATEGY AND CONTENT

Many people think of interviewing as a fairly simple activity—just conducting a conversation.
Each type of interview discussed below presents difficult issues that require awareness and skill to
handle. In the sections that follow, we will examine techniques that apply to all interviews regardless
of specific purpose and type. The two major areas we will address are

1. preparing for the interview and
2. conducting the interview.

Preparing for the interview includes planning its strategy and content. Preparing also involves
managing the setting, including the environment, the time and the seating arrangement.

Conducting the interview includes opening the interview, asking questions, and closing the
interview, as well as recording interview information.

Planning is vital to an interview’s success. The interviewer should plan the content of the
interview by first considering his or her overall strategy. The strategy planning sequence is as follows:

1. Establishing the purpose or purposes of the interview.
2. Learning about the interviewee and other key areas to be discussed.
3. Anticipating the psychological climate.
4. Determining the structure of the interview.

These elements pose specific questions for the interviewer.
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The Purposes
Establishing purposes is a useful first step toward determining the kinds of questions to be asked

in the interview and other elements of the interviewer’s approach.
The purposes for an employment interview, for example, might be stated as follows:
1. To verify material on the job application or resume and fill in any missing items.
2. To inform the interviewee about the organization and the job.
3. To give the interviewee a good impression of the organization.
4. To collect information from the applicant and determine his or her potential and ability to

perform the job.
Similarly, the objectives for a performance appraisal interview could be:
1. To communicate the evaluation to the employee.
2. To release and respond to defensive feelings.
3. To persuade the employee to improve.
4. To plan with the employee for his or her development.

The Interviewee and the Key Areas to be Discussed
If the person conducting a job interview is looking over the candidate’s resume’ for the first time

as the candidate comes in and sits down, the chances for a good interview are slim. A candidate is
more impressed by an interviewer who knows something about him or her. Furthermore, a thoroughly
prepared interviewer is able to ask better questions. In correctional or appraisal interviews, thorough
preparation is especially important, since it enables the interviewer to support his or her critique of the
interviewee with convincing factual evidence. Even where the interview is simply for information
gathering, the interviewee will likely be more forthcoming if the interviewer has made the effort to
become informed ahead of time and comes to the interview with some background and interest in the
interviewee and the subject to be discussed.

Psychological Climate
Psychological climate refers to the mental orientation the parties have toward each other and the

interview. This includes: (1) the degree of trust each has toward the other, (2) their motivation to seek
and relate information or to identify and solve problems, and (3) possible biases that might distort the
perceptions of either party. Recognizing that such barriers to expression can exist is the first step
toward adapting to them or changing them. The interviewer should pursue all other elements preparing
and conducting the interview with the psychological climate in mind.

The Structure of the Interview
A basic strategic question the interviewer must answer is to what extent he or she intends to

control the interview. The amount of dominance by one party can greatly affect the interview
relationship. A directive strategy invests the interviewer with control of the pacing and the subjects
that the interview will cover. Directive interviewing is useful for acquiring large amounts of detailed
information. It may involve asking questions contained on a patterned questionnaire, for example.
A non-directive strategy allows the interviewee to control the topics and pacing of the interview and,
perhaps in extreme cases, even its purpose. The non-directive interviewer assumes the role of
empathic, non-judgmental listener, providing the interviewee a wide range of expression. A non-
directive strategy is particularly appropriate in counselling interviews, but can be used in combination
with a directive strategy in all types of Interviews. In an employment interview, for example, the
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interviewer must obtain patterned information, but the candidate would likely leave with a poor
impression unless given the opportunity to raise issues and provide information the interviewer did not
specify.

 PREPARING FOR THE INTERVIEW: THE SETTING

Environment
It is typically the interviewer’s responsibility to find a suitable place for the interview. An

executive with an imposing office might well decide to interview a subordinate in the latter’s office or
in the cafeteria to promote informality and open expression. Privacy and freedom from interruptions
are, of course, very important to the interviews continuity and to rapport between the parties, and the
interviewer may also consider other factors in arranging the setting. When interviewing a candidate for
a faculty opening, one university’s marketing department schedules each interview for a different
place on the campus – the faculty dining room, a private place in the university’s rare books library,
a conference room in the main library and an empty classroom. This department knows that in addition
to setting a psychological tone, surroundings indicate what the interviewers consider important.

Time and Timing
People focus better on certain tasks at different times of the day and week. Some, for example,

like to confront their most difficult times early in the morning. On the other hand, Monday mornings
are, for many people, a time for low motivation and a sour mood. The interviewer should consider
these factors in picking a time for the interview. Timing within the interview is also important.
Pleasantries and other preliminary matters can easily cut into the time that the interviewer has allotted
for questions. The interviewer should have the agenda, including timing, clearly in mind.

Seating Arrangement
The physical distance between the parties is important. For example, most people feel

uncomfortable sitting nose to nose in an interview.

 CONDUCTING THE INTERVIEW

Opening the Interview
The opening may well be the most important part of the interview. This is especially true if there

is a potentially difficult psychological climate to overcome. The primary purposes of the opening are
to set the tone for the interview and to motivate both parties to communicate freely and accurately.
Thus, the opening involves a two-step process of.

1. Establishing Rapport and
2. Explaining the Purpose of the Interview.

Establishing Rapport means building a positive relationship with the interviewee, A gracious
greeting followed by small talk about topics such as the weather, sports, or family matters are the
traditional approaches. A different approach may be necessary when the interviewee’s tension level is
particularly high. Here, a few words of encouragement or an expression of concern might be
appropriate. In any case, the interviewer’s demeanor should be sincere and professional from the start.
Timing is important. The interviewer should not allow the rapport-building stage to take so much time
that it throws the rest of the interview off schedule.
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Explaining the purpose of the interview orients both the interviewee and the interviewer about
each other’s expressions. Even though both parties know why they are there, it is useful for the
interviewer to state his or her perception of the interview’s goals, its meaning and the procedures to be
followed and then to ask the interviewee if his or her understanding is similar. This kind of orientation
helps to avoid misunderstanding and may also reduce the interviewee’s anxiety. In a disciplinary
situation, for example, the employee may have thought that an employer would reach a corrective
decision in an interview that is actually only a preliminary fact-gathering session. It is also helpful to
tell the interviewee how much time the interview will take.

Types of Questions
The interviewer’s most important tool is the question. The kinds of questions an interviewer ask

will largely determine the information he or she obtain from the interviewee as well as the quality of
the relationship that forms between them.
Open versus Closed Questions

The most basic choice for the interviewer in framing a question is whether the question will be
open or closed.

Open questions are broad in nature, allowing the interviewee freedom to respond. The answer
usually needs to be more than just a few words. The interviewer may simply specify a topic and allow
the interviewee to decide what information to provide. Questions can differ in their degree of openness.
The following are very open:

 Tell me about yourself.
 What do you think of the situation?
 What have you been doing for the past six months?
Other questions are open, but less broad. They direct the interviewee’s attention to a certain extent:
 Why did you major in accounting?
 How do you feel the problem developed?
 What do you plan to do to improve your performance?
Closed questions are designed to restrict the interviewee’s response to a specific topic. Again,

there are degrees. The following questions are moderately but not extremely closed:
 What is your main responsibility in your present job?
 Why have you decided to leave the company?
 What did you do when the customer became angry?
The most extreme form of closed questions are those that limit the interviewee to a particular bit

of information or to a yes/no response:
 How long have you worked here?
 Have you heard of our new medical program?
 Which training courses have you considered?
Closed questions elicit specific kinds of information the interviewer desires, save time, and

provide answers that are easy to record. Open questions, on the other hand, explore the attitudes and
feelings behind factual answers and allow the interviewee to offer unanticipated information. Both
types have advantages as well as disadvantages; these strengths and limitations are listed below. In
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most interviews, it is possible to use a combination of open and closed questions, as in the following
example, where an open question follows up closed one:
Q: What’s your current assignment?
A: I’m a financial analyst.
Q: Tell me what you have liked and disliked about it.

Combining open and closed questions increases an interviewer’s chances of realizing the
advantages of both while reducing the disadvantages.

Open and Closed Questions: Advantages and Disadvantages
Advantages Disadvantages

Open Questions:
 Reveal what interviewee feels is important  Time-consuming
 Can provide unanticipated information  Permit fewer questions
 Convey the interviewer’s interest  Interviewee may choose to omit certain information
 Build a supportive climate  May generate irrelevant information
 Give interviewer more to observe  Less uniformity across a series of interviews
Closed Questions:
 Maintain interviewer’s control  Important unanticipated information may be missed
 Take less time  Interviewee not allowed to qualify or explain answers
 Responses easier to record  May convey interviewer’s disinterest
 More uniformity among interviews
 Some interviewees like simpler questions

Probing Questions
Used as a follow-up to the interviewee’s previous response, a probing question asks the

interviewee for clarification or elaboration. For example, suppose that in a performance appraisal
interview, the interviewee says, “I’ve been handling the tough parts of my job much more easily
lately.” Possible probing responses would be:

 What are those tough parts of your job?
 Specifically what are you doing differently?
 How did the change come about?

Hypothetical Questions
This type of question asks the interviewee how he or she would handle a particular situation:
 If you were promoted to, department manager, what would your agenda be?
 What would you do if three people gave you long reports to type, and they all had to be done

by the end of the day?
Hypothetical questions can be useful for exploring the interviewee’s reaction to situations that are

new, complex, or challenging. The interviewer should realize, however, that some interviewees will
respond to a hypothetical question by giving what they think is the ideal response: the one that the
interviewer wants to hear.
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Closing the Interview
The closing of an interview does not occur automatically; the interviewer has to manage it well or

things can go wrong. Too rapid a closing may leave the interviewee feeling put off. For an interview
that has been short and simple, involving minor issues, a quick and casual closing may be appropriate:
“Thanks, I really do appreciate your help. See you soon.” In contrast, the closing can be one of the
most difficult and important parts of an interview that has been long, complex, and stressful. The
interviewer should give explicit attention to the closing when planning the interview. The following
are frequently used closing techniques, any or all of which may be appropriate in a given interview:
1. Offer to answer questions: A simple “Any questions?” may suffice to close a simple, non-

stressful interview. Otherwise, it is more courteous and effective for the interviewer to show a
willingness to take the time to answer fully any and all questions the interviewee may have.

2. Review and summarize: An effective closing often includes a review and summary, usually by
the interviewer, of the important information and agreements the interview has covered. The
interviewee may also be asked to give a summary. Though summarizing helps to verify accuracy
and mutual understanding at the end of the interview, interviewers often fail to include this useful
step.

3. Signal completion: The closing may need to be brief. In such cases, it helps if the interviewer
explains the reason for the rapid close (“As we discussed before we began, we must stop at
1:45”). A more gradual closing where possible, can convey the interviewer’s sincerity and
genuine interest in the interviewee. Personal inquiries are often an effective tool. (“How are your
vacation plans going?). The tone, of course, should be consistent with an interview. An intense or
stressful interview should not end too casually.

 TYPES OF INTERVIEWS

Employment Selection Interviews
In a typical employment interview, the interviewer’s purpose is to evaluate an interviewee who is

applying for a position in the organization. The applicant may be an outsider who is considering
joining the organization or a current employee who is seeking a transfer to another position in the
organization. The applicant’s purpose is to evaluate the position and the organization’s potential as a
satisfying place to work. The interviewer attempts to learn “historical facts” about the: applicant’s
education and training, past experience, personal goals, knowledge, and achievements in similar types
of work or related activities (for example, in athletics or community service). In addition, the
interviewer observes the applicant’s “here and now” behavior during the interview for clues to his or
her motivation, interest in the job, maturity, leadership potential, and communication abilities.

Validly assessing an applicant through an interview is not easy. Many applicants who look
outstanding in their interviews perform badly on the job. By the same token, some people who do not
interview well nevertheless make outstanding employees. Therefore, it is vital to get as much relevant
information as possible from the interview, both in terms of facts and in terms of the interviewee’s
attitude and behavior. Some employers, including Polaroid and TRW, utilize an approach known as
“behavioral interviewing,” which avoids questions like “Can you make decisions under pressure?” in
favor of questions requiring an objective, factual response, such as “Describe a situation where you
were under a lot of pressure and had to make quick decisions.”
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On the applicant’s part, there is much to accomplish in the interview. The applicant should have
prepared by doing a thorough self-analysis in order to be able to respond fully to questions about
topics such as personal strengths and weaknesses, accomplishments, failures, goals, abilities, and his
or her reasons for being interested in the job. The applicant should also be prepared to ask questions
about the organisation and the job: what kind of employee is being sought, the opportunities for
advancement, support for part-time education, the kind of supervision one can expect, the
organisation’s growth prospects, and so on.

Clearly, both the interviewer and the applicant must cover a lot of ground in an employment
interview, and each approaches the activity with conflicting purposes. The employer is typically trying
to sell the merits of the organisation as well as to challenge and test the applicant. This selling effort
can conflict with the goal of asking tough, penetrating questions that put the interviewee on the spot.
Similarly, the applicant wants to appear motivated and eager to join the organisation, but at the same
time, wants to explore aspects about which he or she has reservations. Research on employment
interviews has provided insights of potential value both to employees and to applicants.
In Selection Interviews, employers tend to:
 Begin with closed-ended questions (questions having simple factual or yes-no answers), thus

limiting the applicant’s opportunity to talk in the opening minutes of the interview.
 Prefer applicants who maintain eye contact and an attentive posture, who smile, and who are high

in vocal activity.
 Rate applicants higher if they have received prior favorable information about them.
 Favor applicants having high expressive ability and composure and whose communication is

appropriate in content and well organized.
Applicants tend to:
 Ask questions only after the interviewer invites questions; these questions tend to be closed-

ended and not phrased in the first person.
 Prefer interviewers who seem to be trustworthy, competent, composed, empathic, enthusiastic

and well-organized communicators.
 Mistrust recruiters and prefer interviewers who are not human resources professionals.
 Prefer interviewers who provide a high quality and quantity of job information.
 Prefer interviewers who ask open-ended questions and allow sufficient time for the interviewee to

talk.
 Dislike being interrupted by the interviewer.

Preparation Tips for the Interviewer
Prepare a welcome:

Unless confidential, brief your front of house to expect the candidate’s arrival. When the
candidate arrives, it is incredibly reassuring and professional for them to hear “Welcome, Mr. XYZ is
expecting you for the interview”.
Book a room:

Don’t interview in the kitchen, canteen, or at your desk. The privacy protects confidentiality, is
free from all distractions and will allow you to see the real candidate, without the disruption of John
from accounts approaching you to discuss last month’s expenses.
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Allocate the time:
If you allow an hour for each interview, is it wise to book three of them back to back at 9, 10 and

11 am? Is it correct to show one candidate out while the next is sat in reception? Does this give the
right impression? And what if they know each other?
Research their background:

Thoroughly read the candidate’s CV; not just a cursory glance as you are walking to meet them.
Find out more about them (through social media). Know a bit about the businesses they have worked
for. Prepare beforehand Qs around their background/experience.
Know your goals:

Be clear in your objectives for the interview: This could be to uncover specifics regarding their
skills, management style, motivations or aspirations, etc. How will you uncover this information?
Prepare to sell the opportunity:

This may not be the only role the candidate is looking at. Sell your opportunity. Promote the
company, the role and the future career opportunities. Practice – what’s your elevator pitch? Why
should someone work for you? Always make it specific to the candidate’s requirements.
Allocate time for their Qs:

Give the candidate an opportunity to ask Qs. They will have many and you will answer some
throughout the interview, but to make an informed decision, they need time to ask you Qs too.

Preparation Tips for the interviewee
Common Questions

The interviewer, as he/she is conducting the interview, tries to assess any one of the three things:
Are you able enough to do the job? Do you have the willingness to do the job? And how well will you
fit in with the organization? Your answers should reflect that you can handle the job being offered.
While every interview will vary, there are certain standard questions you may encounter.

One typical opener is, tell me about yourself. They may ask what you think of their company or
people. They might want to know what interests you about the job; if you can handle the stress or
workload.

Another common question is what are your strengths and weaknesses? Almost everyone will ask
why you’re leaving your current job. It is wise to have a general answer prepared for questions of this
type.

It is also a good idea to know something about the company before you go in. Look for material
at the library, check their annual report, or discreetly ask around in the industry. This can help you
give intelligent answers during the interview, or ask some important questions of your own.
Demeanour

Many surveys have found that demeanour is the most influential factor in the hiring decision; in
some cases, it even ranks ahead of experience. Therefore, making a good impression is crucial. Here
are some tips:

First, be friendly and courteous to everyone you encounter, starting with the receptionist who
greets you. When you enter the office, discreetly look around for possible conversation openers.
Maybe you share a common interest.
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During the interview, it is vital to show enthusiasm. Be responsive, attentive, and remember to
smile. Even if you tend to be shy, or are just a bit nervous, do your best to radiate confidence.

Sit up straight, don’t fidget, and make eye contact periodically throughout the interview. Keep
your answers fairly brief. And, allow some time for the interviewer to talk too.

Always end the interview on a positive note. Thank the interviewer for his/her time, and say
you’ve enjoyed meeting with them. If you want the job, by all means, let them know.
Grooming

Along with the way you’re dressed, personality grooming is essential to leave a pleasing
impression and landing the job you want. Your hair should look neat and tidy, and if you happen to
colour it, make sure the colour looks natural. While a hint of cologne or powder is okay, never make
the mistake of applying too much of it. The room you might be interviewed in might be a small one,
hence go easy on the cologne. Take care of your skin, and do your best to promote a healthy
complexion. This is a much-neglected aspect of grooming, especially when it comes to men. Few men
realize the importance of maintaining their facial appearance. Your interviewer will notice it, and also
the confidence you feel because of the same will come shining through. Finally, do get a good night’s
sleep. It will help you look fresh and stay alert.
Attire

Like it or not, your interviewer will judge you by the way you dress. It’s important that you look
professional and well groomed. For the majority of interviews, a business suit is recommended. Be
sure your suit is clean, well ironed and fits properly. Walking in wearing jeans gives the impression
that you don’t take the interview very seriously. When in doubt, dress on the conservative side.
A Few Don’ts

Just as there’s a plenty of advice on what you should do regarding interviews, there are also many
things you should not do. The following is a list of interview don’ts:

 First of all, don’t be late.
 Get good directions, and allow adequate time to reach your destination.
 Never take anyone with you to an interview; if someone must go along, have them wait

outside the building.
 It is also a bad idea to chew a gum.
 Showing confidence is a positive trait, but you don’t want to come across as egotistic.
 Don’t lie about your background or accomplishments.
 On the other hand, never volunteer any negative information about yourself.
 Don’t criticize your former boss or employer, no matter how bad you might think they were.

It won’t win you any points.
 Never tell jokes, or use off-colour language. And whatever you do, don’t get into an

argument with the interviewer.
Keeping all these tips and pointers in mind should stand you in good stead at these important

turning points in your career. Be prepared!
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Performance Appraisal Interviews
A performance appraisal interview is designed to give an employee feedback about his or her

effectiveness with several purposes in mind: to recognize accomplishments, to discover the
employee’s concerns and aspirations, to give the employee a clear picture of how he or she is doing,
to communicate needs for improvement, to motivate the employee to improve his or her job
performance, and to develop specific plans for improvement. In most organisations, performance
appraisal interviews are conducted on a periodic basis – annually or semi-annually – and at other times
when the need is apparent either to the manager or the employee. Informal, unscheduled discussions
about performance are also often useful.

Research has shown that performance appraisal procedures have a major impact on employees’
reactions to an organisation. A person’s emotions run high when he or she is being evaluated. When
the procedure is too subjective – not supported by concrete data – the employee is likely to become
defensive and the interviewer may become aggressive. This can be avoided if the employee and the
manager have previously agreed upon realistic, measurable performance goals. Typically, the most
useful kind of interview is one that includes discussion of how actual results compare with specific
targets that were set earlier.

On the employee’s side, it helps if the employee has reviewed his or her achievements and
compared them against goals prior to the interview. During the interview, the employee can contribute
by asking for specific examples to support the evaluation and for specific suggestions on how to
improve. When the employee disagrees with the assessment, the interview may provide an opportunity
for him or her to say so. The employee can usually voice such disagreement most effectively by
expressing a sincere desire to help the manager by seeking to fully understand the assessment and to
supply any facts the manager might not have known or understood about the employee’s performance.
A striking example of the latter is provided by a member of a consulting firm, Sharon, who describes
how she discussed her disagreement with her boss about his appraisal of her, even though he was not
accustomed to such candor:

“I knew if I was going to be made manager this year, it was crucial that I get this guy on my side,
that I make him see I was ready to be manager. He was very task-oriented. He wanted to look at
budget analyses and all this sort of junk and I keep telling him, “Steve, there’s six people on this
project. I don’t need to look at a written report to tell you what’s going on.” I think that was the
pivotal point for me in changing because I realized we had two different styles. I could learn
from him, but I could never be that way. I had several conversations with him about our
differences. I don’t think any staff person ever confronted him on his evaluations of them or his
approach. I just kept pointing out to him, “Steve, we’re different, but trust me. I have delivered
everything on time, haven’t I?” And he would have to say, “Yes”. “My project team is happy?”
He said, “Yes.” I said, “See, it’s not that I do it worse, it’s that we’re different, and it’s not that I
can’t learn from you.” And I think he got a lot from me. And everyone told me, “Sharon, what
did you do to Steve? He gave you an ‘Outstanding.’ He stood up and supported you. He was
called the assassin. He was known for picking people off in that critical year. I figured the only
way I know how to approach this is to talk to him about it — be honest and get things out on the
table that no one talks about.”
Although few are as willing or able to confront as Sharon, her story does highlight the value of

openness on both sides in the appraisal situation.



Business Communication - II20

Grievance Interviews
The grievance interview provides a way for an employee to bring a complaint to management.

In many organizations, the grievance process is formalised through a labour union contract. The
interview is a less formal preliminary stage in this process. Most grievances (over seventy-five per
cent) are resolved at the interview stage.

Grievance interviews present certain difficulties. The status difference between boss and
subordinate can make it difficult for the subordinate to fully and clearly express his or her views.
Another possibility is that the interview may become a destructive test of strength between the
manager and the employee. For two principal reasons, it is important that both parties work to
establish a climate of openness. First, the information the employee and employer provide is
potentially useful to both. Second, the interview may provide an opportunity for counseling and
helping.

A close kinship exists between grievance interviews and counseling interviews. Labor relations
expert Benjamin Selekman recognized this long ago when he suggested taking a “clinical approach”
rather than a “legalistic” one in grievance interviews. In the clinical approach, the superior tries to
understand the emotional and social aspects of the complaint. This allows the employee to blow off
steam and also may permit the superior to identify the underlying problem.

Exit Interviews
An exit interview is conducted to find out why an employee has decided to leave the organization.

Though a personnel specialist will typically conduct such an interview, the employee’s own manager
might wish to do so instead. While the personnel specialist may learn things the employee would not
want to tell the manager, revealing problems that the manager and the organization need to address,
the manager, who knows the employee and the details of the work situation, may be able to learn
things the personnel specialist cannot.

Exit interviews can be stressful or unproductive if the employee chooses to be less than frank
about his or her reasons for leaving. Such concerns may arise at the time of the interview itself. The
employee may wonder why the organizations is showing such a special concern about the situation.
Another possible barrier exists if the employee is thinking of possibly wanting to return to the
organisation and wishes to avoid criticizing it.

The exit interviewer can address these issues by working to build a climate of trust. The
interviewee should be told specifically who will have access to information from the interview and
what use will be made of it. If possible, the interviewee should be assured that the matters he or she
discusses during the interview will remain confidential. A counseling approach may be useful, enabling
the interviewee to choose the subjects he or she wishes to discuss without fear of evaluation by the
interviewer.

Online Interview
When a company has a job opening, more often than not they will post that job opening on an

online job search site. Online job search websites are accessible to everybody, and the company will
no doubt get applicants from all over the country – and possibly all over the world.

Some of the best applicants may be living in an area of the world nowhere near the company’s
main office. If the company wants to interview them in person, it is up to the company to pay for a
plane ticket and lodging, which can be costly.
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Instead, companies have looked to online interviews to give them the opportunity to give an
“in-person” interview to applicants who cannot come into the office. This allows them to see facial
expressions and body language without additional costs. If you are asked to attend an online interview,
here are several tips to help you succeed.

Online Job Interview Preparation Tips
1. Prepare your workplace: Most likely you are going to be sitting in your home while you are

being interviewed. It is very important to prepare the surrounding area where the interview will
take place. Remove any posters, artwork or clutter that may reflect poorly on you. Get a paper
and pencil ready so that employers do not have to watch you leave your screen at any time. Also
make sure that any pets or people you live with are out-of-sight, and that noise is kept to a
minimum.

2. Make sure your webcam is hooked up properly: Fumbling with your camera makes you seem
unprepared. It is a good idea to practice web chatting with a friend or family member to make
sure your webcam is working properly.

3. Dress for the interview: Even though the interview is taking place in your home, it is still a good
idea to dress for the interview as though you were coming into the office. Employers are going to
be judging how you are dressed (even if they do not realize it), and you want to make sure you
leave the best impression. You should be completely dressed up – including nice pants and
shoes – because you never know when the camera may fall or you need to stand up. Plus, you
don’t want to be distracted with thoughts that you are actually half-dressed.

Online Interview Tips
1. Speak clearly: Webcams do not have the greatest sound systems. Make sure you speak loudly

and clearly without any mumbling. Mumbling will not be picked up by the webcam and the
employer is going to miss many of the important things you will say.

2. Keep all other programs turned off: The last thing you want is for someone to send you an
instant message during your interview. Just as you wouldn’t want your cell phone to ring, you
don’t want chat services interrupting your meeting, or other software programs causing your
computer to slow down, freeze or crash.

3. Facial expressions and appearance: Without the interviewer in the room, you might forget that
you are being watched, and your facial expressions play a role in your interview success. Make
sure you smile and sit up straight just as though you were interviewing in person.

4. Feel free and ask for any clarification: Your interviewer is going to be in a busy office, and
there may be times that you cannot make out what they are saying. Don’t try to answer a question
you could not hear or could not understand. Ask for clarification. The interviewer recognizes that
webcams can be hard to hear, and it is better for you to admit that you could not hear their
question than to answer a question incorrectly.

5. Success in an online interview: Basic interview tips still apply to online interviews. Make sure
you research the company, provide positive answers, etc. Online interviews also require some
extra preparation with the setting and the equipment. Make sure that you are well prepared for
your online interview and you will perform as well as an in-person interview.
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Are there any common misconceptions about virtual interviews?
As with any new technology, there are a few misconceptions.
 Some think that employers are replacing in-person interviews with online interviews. That’s

not true. Most often, employers use virtual interviews first to cut down their pool of
applicants. Once employers are left with a few applicants they like, they then bring them in
for an in-person interview.

 Another misconception is that the technology is awkward or uncomfortable for candidates.
What are the main things people get wrong during online interviews?

A big thing that people get wrong is forgetting to interview back.
 An interview is a two-way conversation and applicants should have some questions prepared

to get to know the employer better.
 Another thing people get wrong is being unaware of background distractions that can really

hurt them in a virtual interview.
 Applicants should make sure the TV is off, the phone is silent and that they’re in front of a

neutral-colored wall or background to make sure the interview goes smoothly.
Even though a virtual interview is between two screens, interviewers should feel like the

applicant is in the room with them just like an in-person interview. That means applicants should
speak clearly, have organized and thorough answers to each question and have confident body
language.

Employers can sense when an applicant is awkward on camera, so any applicant that can at
least appear to overcome this has an immediate advantage.

Before the Online Job Interview
Proposing the Online Interview

 Reach out to the candidate via email or phone and make sure he or she is available for an
online interview.

 During your correspondence with your candidate, mention that you would like to move him
or her on to the next round of interviews, which includes an online conference.

 Make sure to ask if your applicant can accommodate an online interview.
Setting Up Online Job Interview Specifics

 You’ll need to scout out a location ahead of time for conducting the online interview.
 Meeting location should be:

— Quiet and free from distractions.
— Inviting and well-lit.
— A clean, positive space to represent the company.

Help Your Candidate with Pre-interview Resources
 An applicant who is not tech savvy may need a little more guidance and information than

those with some experience.
 To avoid any tech-related issues during the online interview, it may be necessary to have a

short phone call with the candidate.
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 This will ensure that your applicant has the proper technology and knows how to access the
meeting.

 It will also put your candidate at ease so he or she can focus on the interview and not
technical issues.

Conducting an Interview Online – Final Thoughts
Interviews, whether in-person or via online video, will always be a crucial step of the recruiting

process.
A good recruiter understands that he or she must sell the opportunity to the applicant just

like the applicant must sell his or her qualifications to the interviewer.

 QUESTIONS

I. Match the Following: (05 × 01= 05 Marks)
A B

1. The candidate should __________ prepare
himself/herself to deal with different types
of interviews.

(a) Exit Interview

2. __________ helps to identify problems in
the organisation.

(b) Mentally

3. Selection Interview (c) Problem solving
4. On-the-job Interview (d) To put the applicant under intentional stress
5. Under Stress Interview (e) To find if applicant is suitable for the job

II. Answer any 05 of the Following in 02 or 03 Sentences each: (05 × 02 = 10 Marks)
1. What is the purpose of Appraisal Interview?
2. List any three preparations to be made by the interviewer before conducting the selection interview.
3. Importance of Exit Interview.
4. Draft the proposed answer of the interviewer to the interviewee’s question “How would you

evaluate an employee in the marketing sector, for his promotion?”
5. What would be your reply to the following question asked to you at the interview, “How would

you handle a dissatisfied customer?”
6. Give three reasons why a Group Interview is conducted.
7. Write any two misconceptions about Online Interview.
8. What are the closing techniques for an Employment Interview?

III. Write Short Notes on any 04 of the Following: (04 × 05 = 20 Marks)
1. How do employers use the WASP technique for gauging interviewees?
2. What are the purposes for which organisations conduct interviews, despite complete information

about the candidates as a part of their CV?
3. What functions does a grievance interview serve for employer and employee, respectively?
4. How is Stress technique of questioning used by interviewers? Describe with an example.
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5. What are the advantages of Online Interview?
6. List any 05 questions that you may want to ask the interviewee in a selection interview.
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