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Being prepared for the world of work entails having good command of communication skills.
The first real, business communication that students face will be group discussion and job interview.
In this book, a large number of actually asked interview questions have been provided as tutorial
activity. Practice with these questions should raise students’ self-confidence.

Besides, knowing as much as possible about arranging meetings, participating in meetings, and
having a good understanding of the supporting written documents of a meeting would enable even a
new entrant to a job to make a mark by performing well in all matters related to this important form of
group communication.

Knowledge of how Public Relations works, how the company’s letters impact relations with
customers and associates, is an asset in any job. Ability to write useful and readable reports is a
somewhat difficult skill which improves with practice and marks out the efficient employee.
Combined with skills in summarising, these communication skills are an essential preparation for
entering the workforce and beginning a career.

This book, which covers all these topics, also covers the Mumbai University’s syllabus for
Semester II of F.Y.B.Com.

We would welcome students’ and teachers’ feedback which we will use for improving
subsequent editions.

Authors

PREFACE
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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 to 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.

SYLLABUS



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, Organising 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 Redressed
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/Sub-points, Presenting
These in a Cohesive Manner.

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



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
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(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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An interview is a formal meeting in which a person or persons question, assess and evaluate
another person or persons. An interview reveals the views, ideas and attitudes of the person
being interviewed as well as the skills of the interviewer. Reporters and writers have meetings
with eminent persons to ask questions to gather material for a media story or broadcast.

In Human Resource Management, interviews are taken for the purpose of selection of
candidates for a job or a promotion, for the purpose of periodical appraisal of employees, to listen
to grievances of employees and at the time of an employee’s exit from the organisation. With the
development of technology, interviews can also be taken online to save time and expense of
travel, if the interviewee and interviewer are at different places. Interviews related to employment
are defined by BusinessDictionary.com as “A somewhat formal discussion between a hirer and
an applicant or candidate, typically in person, in which information is exchanged, with the
intention of establishing the applicant’s suitability for a position.”

The interview for employment is an inevitable experience for everyone. It needs a good deal
of preparation by both the interviewer and the candidate and is discussed in detail in this chapter.
Very often, if the number of candidates is very large, Group Discussion is also used to judge
some skills and sometimes to eliminate some candidates who do not demonstrate the required
skills. Group Discussion skills and Interview skills are both explained and discussed in this
chapter.

 GROUP DISCUSSION AS SELECTION TOOL 

Group discussions are used as a selection tool for admission to professional courses and for
some jobs. In this situation, group discussion may look like a competitive activity, but in fact it is a
method to test the candidates’ ability to work together with others, in a team.

The ability to draw out the ideas of others, to develop solutions and innovations through
pooling ideas and contributions from other group members, is an important leadership quality.
Hence, a skilful group member is one who listens attentively to others, respects others’ views and
guides the discussion towards a solution and a good conclusion.

Some common mistakes in a group discussion are:
♦ Competing to be the first to talk
♦ Trying to talk the most
♦ Putting down others’ ideas
♦ Trying to dominate
♦ Talking loudly and trying to drown the voices of others.

None of these actions contribute to the team, and they demonstrate lack of team skills. If you
cannot think of something to say immediately at the beginning, it is better to listen first and then
make a sensible point in response to an idea that has been presented.

Some other favourable things to do are:
♦ Quickly divide the given topic into aspects that can be usefully discussed to lead to a

conclusion; it shows that you can analyse the topic or situation and have the ability to
move towards a solution.
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♦ Try to ensure that everyone contributes. If you find that someone has not contributed,
say, “AAA has not said anything; I’m sure she has something to say.”

♦ Try to maintain or restore order in an unruly discussion. If everyone begins to talk at
once, you can say, “Let’s speak only one at a time, so we can get everyone’s ideas.”

♦ After some discussion, summarise the ideas collected or conclusions reached; this
helps to give a direction to the discussion. You can also summarise when the discussion
is half-way through or when ideas seem to dry up. Ability to make a good summary
shows that you have been attentive.

♦ If any one or two persons take up all the time, suggest that everyone’s views should be
heard. You can say, “I think your point is ---. Now let’s hear the views of others too.
Shailesh, you haven’t said anything yet.”

♦ You can keep a watch on the time. At a suitable moment, you can say, “We have taken
up --- minutes so far, and have --- minutes left. Let’s work towards reaching a
consensus.”

♦ As several ideas are expressed, you can write the points down saying, “Let me note
down the points to keep track of our discussion.” This is not the best of contributions as
some observers say they are not looking for stenographers.

♦ Whatever you say and do should demonstrate that you are including every member, are
respectful to all ideas, and are working towards a joint solution or conclusion.

There are many roles you can play in a group discussion. You do not have to be the Initiator;
in the initial stages, you can be the Information Giver, Procedure Facilitator, Opinion Seeker,
Clarifier, Summariser, or Record Keeper.

♦ Initiator: ‘Let’s take a local perspective on environmental responsibility. How about a
fast-food outlet?’ (Initiator must think: how many members? How much time is available?
Is there face-to-face seating arrangement? All this makes up the environment. Consider:
What outcome do we want? This makes up the goal.)

♦ Information seeker: ‘Does anyone know what Billy Bunter Pizzas does with its garbage?
Does it recycle?’ (makes members think and search)

♦ Information giver: ‘They won a Municipal Award last year for running an
environmentally friendly operation.’ (helps to begin information collection)

♦ Procedure facilitator: ‘I’ll write this down to keep track of our discussion.’ (begins to
give structure to the group’s work)

♦ Opinion seeker: ‘Do you think they’re really responsible or is it just a bit of good PR?’
(begins evaluation of information)

♦ Opinion giver: ‘I think it’s a combination of both, but at least they’re taking the matter
seriously.’ (helps evaluation)

♦ Clarifier: ‘We should get hold of ‘Billy Bunter Pizzas’ annual report to get a better
picture of what they’re doing.’ (points out need for verification and clear understanding)

♦ Summariser: ‘O.K. We’re taking a local perspective, using Billy Bunter Pizzas as our
example, and we’ll have a look at their last year’s annual report to see in what way they
practiced environmental responsibility.’ (consolidates information and ideas collected so
far and prepares for further steps)

Consider the value of each of these to the group.
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Positive Maintenance Roles
As the discussion develops, other needs of the group need attention. When opposing points

of view begin to emerge, excitement and tension build up, and tempers may rise. Maintaining
balance, cool and good humour is a task that may be done by several roles.

♦ Social Supporter: ‘We’re coming up with some good ideas here.’
♦ Harmoniser: ‘Jane and Arif have looked at the issue from opposing points of view. Let’s

see if we can take something from both points of view.’
♦ Tension Reliever: ‘This discussion’s really dynamic. It’s good that we have so many

different valid angles on the issue.’
♦ Energiser: ‘Hey, the point that Sandesh made has really got me thinking. Let’s explore

his idea some more.’
♦ Compromiser: ‘Half the group supports Jane’s view and half supports Arif’s. Now, we

need to put together a compromise that is acceptable to all of us.’
♦ Gatekeeper: ‘How do you feel about the issue, Geeta? Your contribution here would be

really valuable.’

Each participant may take up a number of roles at different times to keep the discussion
moving productively.

You don’t need to be a brilliant thinker to contribute to a GD. You can take up maintenance
roles, facilitate procedure, keep time, summarise, be a gate-keeper. Find out which ones suit you
well, and strengthen your skills.

It is important not to adopt negative roles such as criticising everything that is said, keeping
aloof and silent, dominating or making fun of everything. Such negative behaviour spoils the
group discussion. The group may adopt the ground rule that negative behaviour will be censured
by members of the group.

 SELECTION INTERVIEW 

In order to be successful in any performance, it is essential to make sound preparation. An
interview is a highly competitive situation where, you can find out very little about your
competitors. The best thing to do is to focus on one’s own abilities, career prospects, and plans.
A clear understanding of the interview process helps in making preparation.

The objective and purpose of the selection interview is to assess the suitability of the
candidates for specific jobs. The interview is the basis for important decisions for both, the
employer and the candidate. The interviewer has to decide whether the candidate should be
appointed; an organisation wants to find the right persons for employment and the selection can
affect the organisation. The candidate has to decide whether to accept the job; this decision will
influence the candidate’s career. Employment interviews are often taken by a panel of
interviewers. The panel includes expert interviewers who can draw out and reveal aspects of the
candidate’s personality that are important for the job. There would also be technical experts and
departmental heads and other senior officers to whom the person in the post would report.

For announced vacancies, interviews are taken in a suitable room in the organisation’s office.
Many organisations recruit promising candidates by holding campus interviews in professional
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colleges and institutions. Online interviews using technologies such as Skype are also being
increasingly used.

An interview may take anything from ten minutes to forty-five minutes or even longer.
Interviewers spend more time on good candidates; they have to gather enough information about
the candidates to be able to assess their suitability to join the organisation. The candidates too
must find out about the organisation, its employee policies and culture, what it expects the
recruits to do, and what opportunities for career development it offers. Both, the candidate and
the interviewer, must be well-prepared for the interview.

 STRUCTURE OF AN INTERVIEW 

An interview can be considered as having four parts, all of which must be properly performed:
Entry, Answering questions, Asking questions, and Leaving. A candidate is under observation
from the moment of showing up at the door till she/he goes out of the door.

Entry: You walk into an unfamiliar room; you must be able to adjust quickly to the size and
appearance of the room. Style of opening and closing the door, walking, greeting and taking the
chair will all show whether the candidate is clumsy or graceful and well-mannered, nervous or
composed and confident. An inexperienced candidate might feel nervous at the time of entry;
being nervous is not a shortcoming and it usually disappears when the interview begins.

Entry takes only a minute, but it makes the first impression and impact. A natural pleasant
expression makes a better impression than a grim, tense expression or a vain attempt to appear
relaxed.

Answering questions: This takes the major part of the interview time. Good interviewers
take care to make the candidate feel comfortable because they are interested in finding out the
qualities and suitability of the candidate for their job; a nervous and uncomfortable candidate
does not show his best qualities. It is in the interest of both that the candidate should be
composed and calm. You must learn to greet, respond comfortably to social talk, and then move
smoothly to answering questions.

Questions range from details of education and experience, special abilities, personal
interests, family background, and circumstances, to any problems faced and handled in the past.
The questions are meant to test not only the candidate’s information and knowledge, but more
importantly, to note the personal qualities, character, attitude to work and life, career goals,
motivation, and circumstances.

Questions commonly asked in Interviews are given in Chapter 12. It is good practice to be
able to answer these questions with ease and confidence. Your efforts to find answers will lead
you to self-assessment as well as to keep up with current affairs and issues.

Asking questions: After the interviewers have asked questions and gathered enough
information, they usually invite the candidate to ask questions. If they do not, you may seek
permission to ask for information by saying, “May I ask a few questions?” or “May I ask for some
information?”

The questions you ask will depend on your situation, the position you are applying for, and
your relationship with the interviewer(s) and the organisation.
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The questions you ask will show your clarity of purpose, motivation and career goals. You
may ask about working conditions, prospects of career growth in the organisation, working
relationships, etc.

The questions must be asked politely and with sincere desire to get information to assess
the opportunities the job offers.

Here are some questions that a candidate can ask:
♦ Will this job involve travelling?
♦ Does the company provide any training or other educational opportunities for staff?
♦ What are the avenues for promotion?
♦ May I see a copy of the job description?
♦ Why has this job become available?
♦ Why did the person who held this position leave?
♦ What qualities are you seeking in a person for this job?
♦ What would a normal working day be like?
♦ Can you explain the position and the type of candidate you would like to hire?
♦ What do you expect from the successful candidate in the first two months?
♦ How often are performance reviews given?
♦ Is this a newly created position? If not, what happened to the person who held this

position?
♦ Who will the new employee report to?
♦ Do you see any major changes within the company that will affect this position?
♦ Is it possible to tour the facility?
♦ What is the dress code?
♦ What is the next step?
♦ When will you make the selection?
♦ When can I expect to hear from you?

Leaving: Interviewers generally indicate when the interview is over. They may say
something like, “Thank you, we’ll get in touch with you later.” Like the entry, leaving takes a very
short time, but can be confusing and uncomfortable for an inexperienced candidate. Leave-taking
should be responsive to the interviewers.

♦ Thank the interviewers. Remember to smile and quickly make eye contact with
everyone on the panel.

♦ Collect and pack all your papers and files quickly and neatly.
♦ Get up gracefully, without scraping the chair.
♦ Wish them “Good Day”.
♦ Do not offer to shake hands; but be alert; if anyone offers to shake hands be quick to

take it.
♦ Put the chair back in its place.
♦ Walk away with good bearing.
♦ Shut the door carefully and noiselessly.
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On the same day or the next day, send a personalised thank-you letter to the interviewers
(or HR Manager or the person to whom you had addressed your application) to refresh their
memory of you. This gives you an opportunity to briefly mention any experience or skills that were
not discussed in your interview. If possible, mention something that happened in the interview.

Make a “post-interview assessment”, that is, a careful analysis of what you did well and what
you could improve on during the interview.

Stress Interview
Although graduate recruitment process generally does not include deliberate stressing of the

candidate, it is useful to be aware of the possibility.

As the name suggests, a stress interview puts the candidate into difficult situations in order
to test her/his reaction to stress. This method is used for selection for positions in which the
person must be able to face difficult situations without getting upset. A stress interview tests such
qualities as courage, tact, cool temper, and self-command, which are needed when confronted by
employees or people in big or small groups.

Several methods are used to throw the candidate out of balance: rapid fire questions on
several topics at once; questions asked by different members of the panel together; cross
questioning and arguing, disputing the candidate’s statements, ridiculing the answers; subjecting
her/him to silence and inattention. Only a cool-headed and self-possessed candidate responds
appropriately and passes the test.

If stressing is used, it is usually towards the end of the interview for a few minutes. At the
end, the candidate is informed that it was a stress interview, and helped to regain calm.

 PREPARING FOR AN INTERVIEW 

The candidate must be physically, mentally and psychologically prepared for the interview.
The whole personality of the candidate is assessed at the interview, not just information and
knowledge.

(a) Physical Preparation
(i) The candidate is expected to be properly groomed and formally dressed. Clean and

well-cut nails, properly combed hair and general personal hygiene are very important.
Well-laundered and well-fitting clothes, neat footwear, and a suitable handbag or
briefcase are the normal requirements of formal appearance.

(ii) Posture, that is, carriage and bearing, develop over the years; it cannot be changed in a
short time. Those who find their posture is poor, must practice to improve it. The way
candidates carry themselves while standing, walking and sitting reveals a good deal
about them. Self-confidence, nervousness or over-confidence, are all reflected in the
posture and bearing of the candidate. Note your body movements, and take care to stop
any bad habitual movements.

(iii) Good manners and conduct are necessary. The candidate must know what is the
suitable greeting for the time of the day. Indian style greeting of “namaste” is acceptable
if the company is Indian and all interviewers are Indian.
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♦ Do not offer to shake hands unless it is offered by an interviewer.
♦ Do not sit until you are asked to sit down; if you are not asked to sit, ask for

permission to sit. Politely and without embarrassment say, “May I sit down?”
♦ Take care while handling the chair; do not drag it noisily or clumsily. Sit comfortably

and with good posture.
♦ If you have a large briefcase, put it down on the floor near the chair. If you have a

small handbag, keep it on your lap. Be comfortable and well-practiced in handling
your bag or briefcase.

♦ Do not put elbows or hands on the table. Practice keeping hands comfortably when
you are not using them.

♦ Maintain comfortable posture throughout the interview.
♦ At the end of the interview, remember to thank the interviewers and wish them “Good

Day”.

(b) Mental Preparation
(i) For new job-seekers, it is necessary to revise subjects studied for the completed

examinations and courses. Knowledge in the field of specialisation must be up-to-date.
It is absolutely necessary to take a look at the CV you submitted and be prepared to
give more information about all items including hobbies and other interests mentioned in
it.

(ii) Current events, important current issues in the country and in the world will be subjects
at the interview. Regular reading of newspapers, listening to TV news and discussions
on current issues are useful in being well-informed. Some personal views and opinions
on current issues may be asked for; candidates must be able to discuss issues
intelligently and support their opinions with well-considered reasons.

(iii) Information about the interviewing company, its owners/directors, its products, its
turnover, share capital, organisation structure, when it was established, location of the
corporate office and branches, growth record, plans for development, etc. are available
in the company’s annual report. You must find out as much information as possible
about the company whose employment you are seeking.

(iv) A number of biographical questions and general questions are asked at an interview.
You should be able to answer these key questions clearly and concisely; answers
should include examples to demonstrate skills and abilities.
1. How do your education and work history relate to this organisation?
2. How do your skills [goals, personality, interests, values] match this job description

and the organisation’s goal?
3. What are your accomplishments and achievements?
4. What are your personal strengths and weaknesses?
5. What are your short-term and long-term goals?
6. What attracts you to this job? [this organisation? this field?]
7. What kind of job are you looking for?
8. What skills do you have and enjoy using?
9. What are your salary expectations?
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These questions are commonly asked, and it is useful to be well-prepared with them.

(c) Psychological Preparation
Several situations or questions during an interview can cause discomfort or embarrassment

to a candidate. It is better to anticipate some, and be prepared to handle such situations or
questions. You need balance of mind to deal with a discouraging situation. Psychological
preparedness has to be built up slowly and gradually. It is a part of personality and character
development during education.

(i) Honesty in answering questions is the best policy. Dishonesty often shows up, and
makes a bad impression. If you do not know the answer to a question that is asked, it is
better to admit inability to answer than to pretend and guess answers. No one is
expected to know everything; it is more important to know the sources of information.
Being able to admit lack of information on a topic without loss of face is a strong point.

(ii) Inability to discuss a topic makes a poor impression. If there is any topic that seems too
embarrassing to talk about, it is useful to read up information on it and talk about it
objectively to a few friends for practice. Inhibitions can be dealt with only by facing them.

(iii) Salary is a topic that must be discussed at the interview. It is important to talk about the
compensation package without appearing to be bargaining, or being driven or defeated.
Information about salaries given for such jobs and for your qualifications, and a good
self-assessment should give you the confidence to negotiate the compensation package.

(iv) You must have the clarity of purpose and determination to want to know your prospects
in the organisation. Ask for information about the nature of duties, future prospects,
other benefits, and any other desired information before leaving. The information is
necessary for taking a decision, especially if you have other job offers.

(d) Self-assessment
Anyone who wants to be successful in life must make a good self-assessment. Knowledge

about one’s strong points and weaknesses is very useful in gaining self-confidence. Self-
assessment takes time and should be done carefully and patiently. Parents and close friends can
help in pointing out faults and in correcting them and also in finding out strong points and
strengthening them.

Coming to terms with oneself, knowing how to deal with one’s faults, and how to make good
use of one’s talents and skills is excellent preparation for an interview. It adds a great deal of self-
confidence and poise to the personality.

Given below are a self-assessment form and a SWOT analysis format.

Know Yourself
1. My favourite activities are: (i) ………………… (ii) …………………
2. My best skills are:

(i) Describing, narrating, explaining, discussing, elocution
(ii) Drawing, cartooning, photography
(iii) Writing letters, summarising, reports, stories, poems
(iv) Solving problems, settling conflicts, persuading, listening
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(v) Figures: geometry, maths, accounting, statistics
(vi) Singing, dancing, craft, languages, time management, yoga, interaction

3. I like to work alone/in a group
4. My contribution to —

(i) family:
(ii) friends:
(iii) my school/college:
(iv) society

5. The skills I have acquired from this are:
6. What are my hobbies?
7. What kind of activities do my hobbies involve?
8. What have I learnt from my hobbies?
9. What are my interests? (travel, photography, sports, craft)

10. How can I do these activities purposefully?
11. What kind of room/environment do I like to work in?
12. What makes me —

(i) angry
(ii) happy
(iii) sad

13. What is my height (cm), weight (kg), state of health and history of health, posture, state of mind,
(all facts about myself) date and place of birth, languages I know, family background, places I
have visited.

14. What advantages and disadvantages do I have from each of these? Do any of them make me
especially fit or unfit for specific tasks/positions/jobs?

15. What achievement have I made in the last one year (in my life so far) of which I am proud? Why
am I proud of it?

16. What are the things I hate doing?

(i) …………..
(ii) …………..

17. What frightens me the most?
18. What subjects do I hate and why?
19. What kind of work do I tend to avoid/put off?
20. What kind of TV programmes do I dislike? Why?

A. List at least 10 skills which you have developed in each of the following areas:
Education/Work/Summer Projects or Volunteer/Extracurricular. Use “action words” to write
one-line summaries.

B. Circle each of the skills listed in Part A that you would like to use in your job. If there are other
talents you have that you would like to use on the job, add them to the list of circled skills.
Then rank the skills in order of those you most want to use.

C. Make a list of what you consider to be 3 great accomplishments in your life. What personal
qualities helped you reach each goal?

Use this table to get a clear picture of your SWOT analysis.
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Strengths Weaknesses

Opportunities Threats

Strengths lie in your resources and environmental factors as well as in your qualities and your
physique.

Strengths
♦ What are your advantages?

♦ What do you do well?

♦ What relevant resources do you have?

♦ What do other people see as your strengths?

Consider this from your own point of view and from the point of view of the people you deal with. Do
not be modest. Be realistic.

Look at your strengths in relation to your competitors – for example, if all your competitors study and
work hard and are high achievers, then your hard working ability and high achievement is not a strength, it is
a necessity in your environment.

Analyse your weaknesses by asking the following questions. Weaknesses can be in your environment
(strong competition), lack of resources, as well as in your characteristics and physique.

Weaknesses
♦ What do you do badly?

♦ What could you improve?

♦ What should you avoid?

Again, consider this from an internal and external basis:

♦ Do other people seem to perceive weaknesses that you do not see?

♦ Are your competitors doing any better than you? It is best to be realistic, and face any unpleasant
truths as soon as possible.

Opportunities
Opportunities are in the external environment; a good match of your strengths to favourable factors can

be great opportunities.

♦ Where are the good opportunities you have?

♦ What are the interesting possibilities you are aware of?

♦ Useful opportunities can come from such things as:

(a) Changes in technology
(b) Changes in markets, on both a broad and narrow scale
(c) Changes in government policy related to your field
(d) Changes in social patterns, population profiles, lifestyle changes, etc.
(e) Local events

♦ Do any of your strengths open up any opportunities?
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Threats
♦ What obstacles are in your way?

♦ What is your competition doing?

♦ Are the required specifications for your job, products or services changing?

♦ Is changing technology or changing markets threatening your position?

♦ Do you have bad debt or cash flow problems?

♦ Could any of your weaknesses seriously threaten your business?

You should arrive at the place of interview at least ten minutes before the given time. It helps
to look around the place and get a feel of the organisation.

 TYPES OF INTERVIEWS 

Interviews are classified by the purpose for which the interview is held.
The interview is used in an organisation for several purposes besides selection for

employment. Present employees are interviewed on occasions such as periodical assessment or
appraisal, confirmation after probation period, and promotion to a higher position. An aggrieved or
disturbed employee is given an interview for settling the issue; an employee who resigns is also
interviewed before leaving.

Interviews of present employees are a channel of upward communication. Employees’
attitudes, opinions and views, ideas and suggestions, feelings of fear, hopes and ambitions are
revealed during an interview. Besides, the interview is used for getting feedback in specific
situations.

 APPRAISAL OR ASSESSMENT INTERVIEW 

An Appraisal Interview is a formal, scheduled meeting between an employee and the direct
supervisor. It is usually held once a year. The purpose is to review the employee’s performance
during the previous year. Both parties have to prepare for it.

For the Appraisal Interview to be successful and useful, both parties must be willing to have
dialogue, make joint evaluation and analysis of agreed-upon goals and possible deviations. It
results in the identification of possible areas fr development and suitable training. The Appraisal
Interview also enables both to agree on annual targets. And quite importantly, it gives an
opportunity for the manager and the employee to get better acquainted with each other.

The interview is semi-structured, and systematically discusses specific content such as:
♦ The employee’s work and performance of the past year – tasks, work conditions and

co-operation
♦ Joint agreement on long-term goals and focus points
♦ Measures to improve development and further training
♦ Mutual acknowledgement and evaluation in a realistic and objective manner
♦ Clarification of any problems and misunderstandings about performance expectations of

the employee

The Appraisal Interview is beneficial to both the employee and the supervisor.
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From the Manager’s Viewpoint
A manager’s success depends on how well the subordinates perform their tasks. The

Appraisal Interview enables the manager to fulfil the leadership role, by providing goals, direction
and guidance, giving significant information about the organisational unit, evaluating goals
together with the employee, and receiving feedback.

From the Employee’s Perspective
Employees’ success and career depends on how well they perform their tasks, develop skills

and competencies, and how well they prepare for future tasks and new requirements. Every
employee receives a guideline on the basis of evaluation, gets feedback on his/her performance,
obtains information about the organisational unit, has an opportunity to influence his/her area of
work and set goals, and can gather information on possible paths for development and training.

The manager and the employee have to prepare for the interview independently.

The manager needs to:
♦ Prepare in writing in order to structure the appraisal properly; this also gives the

employee a sense of his/her status and significance.
♦ Schedule the interview with sufficient time, and inform the employee two weeks in

advance.
♦ Ensure privacy and keep interruptions to a minimum.
♦ Review the employee information, including personnel records, performance, project

status reports, position descriptions, etc.
♦ Keep the required forms and information ready; searching for it during the interview is

distracting.
♦ Keep the discussion fair and open, based on mutual trust and partnership.
♦ Value and respect the employee’s concerns and give enough time for discussion.
♦ Re-establish personal relationship with the employee: if the relationship has been

strained, the issues should be cleared before the appraisal in order to create a new
basis for co-operation.

♦ Give constructive feedback in a positive style by describing rather than evaluating.
♦ Avoid vague statements, or hints or generalisations.
♦ Listen to and consider the employee’s point of view.
♦ Settle on realistic goals and clarify the criteria for achieving targets beforehand.
♦ Keep the proceedings and the agreements strictly confidential between the particular

employee and yourself.

The employee needs to:
♦ Use the appraisal as an opportunity for personal development and career advancement.
♦ Prepare carefully, reviewing your records in written form, and for the discussion.
♦ Speak as a partner, not as an inferior.
♦ Be clearly aware of your performance and successes, and also shortcomings of

previous years.
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♦ Be clear and articulate about your ideas and concrete suggestions for improvement over
the next months.

♦ Be well prepared and ready to discuss your weaknesses and shortcomings.
♦ Show your interest in the firm’s success and your support to the management.
♦ Demonstrate your desire for further development and interest in further training.
♦ Keep strict control over emotions and be as objective as possible.

 GRIEVANCE INTERVIEW 

A grievance is resentment or complaint against some injustice which may be real or
imagined. It is unhealthy for an employee to nurse a grievance.

Companies have grievance redressal procedures and an aggrieved employee can appeal to
a higher authority if not satisfied with the decision at the departmental level. The steps in a
grievance interview are as follows:

♦ When an employee brings up a grievance, a meeting with the employee is arranged as
soon as possible. The employee can have a representative present at the meeting.
Sufficient time is set aside for the meeting and no needless interruptions are allowed.
The interview may be taken by a panel.

♦ The exact nature of the employee’s grievance must be established at the beginning of
the meeting.

♦ It is important to keep detailed notes of the interview meeting; this information will be
needed if the employee is not satisfied with the decision and appeals to the next stage
of the grievance procedure.

♦ The employee is asked to give reasons in support of his/her case. It can be a frightening
experience for the employee to present a grievance; hence, the interviewer has to be
patient and attentive while the employee states his/her case. Any questions or request
for clarification should be asked only after the employee has finished presenting the
case.

♦ Once the circumstances of the grievance are clear, the interviewer should briefly
summarise the facts and ask the employee if s/he wishes to add anything.

♦ At this stage, the meeting may be adjourned to consider the action to be taken. Even if
the grievance if not endorsed, there may be scope for compromise and reconciliation.

♦ The meeting is resumed to inform the employee of the decision. The reasons for the
decision are defined and the employee is given time to ask questions. If the employee is
not satisfied with the result of the interview, s/he may appeal the decision to a higher
level of management according to the grievance procedure.

♦ A grievance interview is successful only if the person with the grievance is given full
opportunity to speak and state his/her point of view. The interviewer needs patience and
empathy to listen attentively.
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 EXIT INTERVIEW 

An exit interview is given to an employee who has resigned. Several things can be
accomplished in an exit interview. The organisation can:

1. —find out the precise reason for the employee’s decision to leave. If there has been any
misunderstanding or ill-feeling, this is an opportunity to clear it. It is better for an
organisation’s public image to maintain good relations with past employees.

2. —get feedback on employees’ attitudes to and opinion of the organisation’s policies. An
employee who is leaving has no fear of the bosses’ displeasure and is likely to express
his opinion quite freely.

3. —check all the details and information in the employee’s personal record file to make
sure that they are up-to-date.

4. —give the final pay cheque, or information about when it will be ready and how it will be
handed over.

5. —give information about accrued benefits like sick leave, earned leave which has not
been used by the employee. The employee will also have made some calculations and
may be anxious to know if the boss concurs.

6. —give information about Provident Fund, Group Insurance or any other benefits, and
how and when the dues will be paid.

7. —check that all books, manuals, tools and equipment that were issued to the employee
have been returned.

When the exit interview is handled carefully and tactfully, it can be an asset to the
organisation.

For the departing employee, the situation can be awkward and uncomfortable, whatever the
reason for leaving may be. It is important not to get drawn into an emotional or heated discussion;
staying calm, and maintaining cordial relations is the most advantageous course.

Career experts often advice departing employees not to be too frank in expressing
dissatisfaction or displeasure with the organisation or any of the executives. The departing
employee could need a reference from this organisation in the future. Also, with rapidly changing
organisational set-ups, a person who leaves an organisation may return to it if the circumstances
change. It is better to leave the doors open.

 ONLINE INTERVIEW 

Many companies have begun to use video interviews at early stages in recruitment. Some
companies use it for all jobs in the company, from fresh graduate recruitments to board
appointments. Although a video interview is not a substitute for a face-to-face interview, the
preliminary decision on whether to call the candidate for a personal interview, may be taken on
the basis of the online interview.

Online interviews help recruiters and organisations to filter candidates at an early stage; they
save cost and time of setting up interviews in the office for a large number of applicants. But for
the candidates, online interviews can be intimidating. However, since video and Skype interviews
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are fast becoming the trend for graduate recruitments, it is necessary for students to become
acquainted with the process, and practice while still at college.

The following discussion should give a good idea of what is involved and what aspects of the
online interview need attention.

To begin with, take a good look at your online ID, especially your email and your Skype
name, and consider what impression it might make on a recruiter from a company. Does it sound
dignified and professional or comical? The very first impression you make depends on the sound
and composition of your email ID and address, and your Skype name; be careful not to make an
excessively informal impression.

Practicing is absolutely essential. You may feel awkward and self-conscious to talk to no-
one in particular when you are practicing, but the best thing to do is to resolutely switch on your
Skype camera, and watch yourself talk. You might think that celebrities talk naturally well on TV
or at video conferences, but the reality is that they have been trained and have learnt to be
comfortable in front of the camera. It takes training and practice to feel comfortable while talking
to a camera or a computer screen.

It is actually more difficult to look comfortable and present yourself confidently to someone
who is not there than to present yourself to a person sitting across the table. Therefore, practice
with a friend, or preferably, someone older, such as parent, an older relative or a tutor. There are
trainers who prepare you for online interviews. If you are completely unfamiliar with using video or
skype to talk with someone, begin by familiarising yourself with it. Most laptops and PCs have a
video recording facility and you can watch yourself to get first hand feedback on your
performance. Become familiar with the required technology.

Dress professionally from top to toe, as you would for an interview in the office. That you
will be seated at our laptop or PC is no excuse for wearing jeans and sneakers with the smart
formal shirt and tie. The interviewer might just ask you to stand up and make a two-minute
presentation. Take care of your grooming, especially the hair. Any deficiency of turn-out can be
emphasised when you are framed on the screen.

Check for all aspects of your body language. Do you wave your hands about when you
speak? Do you make funny faces? Do you mumble and look at your shoes when you talk? Do
you slump in your chair or play with pins and rubber bands on the table? Get a friend or parent or
tutor to observe and give you feedback on your performance; and then work hard to correct any
faults and to strengthen your positive aspects.

Your posture must convey that you are relaxed, yet attentive; sit up straight with a very
slight forward leaning. Take care not to crowd the camera by sitting too close to it.

We often touch our face throughout the day, but when you are framed in a small screen and
someone is looking at you directly, it becomes more obvious and disturbing. Avoid touching your
hair; if you have to scratch your nose, do it discreetly; too much of self-touching makes a
person appear nervous and unsure.

Speaking to a computer should not make you behave stiff like a robot. Smile as you would
when you are face-to-face. Avoid the temptation to look at your own image in the little frame. To
make ‘eye contact’, look into the camera, not into the screen. This needs careful practice as it
takes your eyes away from the other person’s face on the screen.
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If you want to have some notes with you, make sure that you do not look down at them; use
bullet points and put up your paper somewhere above the computer where you can see it without
looking down.

Set up your background area properly. The interviewer can see what is behind you; if there
is a cluttered bed or table, strewn with books or clothes in the background, it will create an
impression of you as a lazy, disorganised person. Also ensure that there is no noise or any kind
of disturbance during the interview. Both, you and the place should look as professional as
possible.

Sit in a well-lit room or area. The interviewer has to decide whether to meet you in person
or not. If the lighting is inadequate, the interviewer will not get a clear picture of what you look like,
and might be distracted. In an online interview it is important for the recruiters to assess your
appearance, otherwise they might have asked for a telephone interview.

It is a good idea to rehearse a Skype interview just as you would rehearse an ‘in-person’
interview. Your practice partner [role-play interviewer] can alert you to any issues they notice.

Timing needs skill and practice. An important point to remember is to avoid talking over your
interviewer – especially if there is a slight time lag because of the online connection. It is best to
wait until you are sure that the other person has finished speaking. And take it slowly; do not
hurry with what you have to say.

 QUESTIONS 

1. Explain the terms in two or three sentences:
(a) Stress interview
(b) Grievance
(c) SWOT analysis
(d) Positive maintenance role
(e) Self-assessment

2. Match the columns:

A grievance interview is effective only if during group discussion

An appraisal interview enables employer
and employee

the aggrieved person is given
opportunity to speak openly

An exit interview is held to come to joint agreement on goals

Leadership skills can be seen an online interview

You have to take special pains to look
professional in

with an employee who has resigned

3. Write short notes on:
(a) Appraisal interview
(b) Exit interview
(c) Online interview
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(d) Grievance interview
(e) Making self-assessment

4. You have been called for an interview next week, for a job as market research assistant
[or any job that you would like]. What preparation would you make? Write your answers
to these questions that may be asked at the interview:

(a) What makes you think you will be successful in a market research [your chosen] job?
(b) What do you do to keep yourself physically fit?
(c) What is your idea of market research [your chosen field]?

5. What questions would make you uncomfortable in an interview? Write down your three
most uncomfortable questions.

6. Write down three questions that you would like to ask the interviewers at your first
interview for a job.

7. In what way is a group discussion useful in the selection process?
8. What preparation would you make for an online interview for a job?
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