


Pre-Selection Structured Interview Guide

Tk 45 AT A R

Instructions
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Hospitality Library

This verbal interview is designed to elicit information from the candidate
concerning Bavaria Hotels International competencies.For each of the
competencies being measured, there are three questions written in the
left hand side of the table. Choose two of the three questions for each
candidate.

A% F1 KT B AR R S R IV [ o 91 )5 1 R B RO A S e 05 L. 4t
X B IMERE ST, RIREDEEFIE=AEE. NP EEmA R
[EESZZIVA - E

In the middle column of the table there is short checklist of the type of
responses sought that would reflect behavioural or attitude evidence of the
competency. The right hand column contains a blank space to write down
notes of the candidate responses. If you run out of room, continue taking
notes on the backside of the page.Scoring the Interview To score the
interview, review your notes and put a checkmark next to any of the possible
responses. The rating system is as follows:

R AR e — N BRI B R A ) Ty S B, AT AEAT A T TH X
BRHZIRE J) o A TR AT SR RS 2 [ml B i s 1 X ek A AR S Y
fHOLN, AR AR SHE R

NERFT 2

— iR e sk, IR T RE R [ 55 IAAT A bR ID . PR AR v N
T

0 = Minimal Evidence (0-2 checked responses)
0= JLERF& (&X0-21)
1 = Partial Evidence (3-7 checked responses)
1= HARE (X371
2 = Full evidence (8-10 checked responses)

2= SEEFFE (BX 8-10 1)

Take the score from each competency and fill in the score section at the
bottom of the page. Transfer that score to the competency table on the back
page of this interviewing guide.This interview is designed to be completed in
45 minutes. It is important for the sake of objectivity and fairness that each
candidate be allowed the same length of time.Interviews should not exceed

45 minutes. T A IURE TG, FFBN TS B A A= e Hg
T FHAA T IR R U BE 138 A8 o AT T2 45 708 A 58
Jo

T2 A A 518, A RIS A R 0 1 G (A 8 &9 E
B AN 45 738

Please follow the basic principles of conducting interviews:

BEAT TN 1 5 DL A JEU)
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If the candidate gives a response not contained in the checklist but one that
you consider reflective of that competency, write it in yourself and place a
checkmark next to that response.

A IS B ] AN BN, (HEEIN D9 T R W% I RE
N, IERIZL BT AR

, WEATH

Q Welcome/put candidate at ease

L i 2 2 A 2 3 R

L Give overview of the process/explain purpose of the interview
O otk it P e T

0 Ask questions/take notes!

W Y ehe!

L Maintain control of interview/respect time limits

L 4 i e 0 < T s ] B 1)

| Clarify your understanding of candidate’s responses but do not lead the
candidate to the desired response

i 40T S S U B, EL 1027051 5 5 10 Hh B
[ Give the candidate a chance to ask guestions

O 47 rmesKiame

O Close by explaining what will happen next in the process

Qoo fpre 5 i ik 7

[ Thank the candidate

O kgt mine s
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Drive for Results

Sets high performance standards and
pursues aggressive goals. Strives for
constant  improvements,  takes
responsibility for achieving business
results, and perseveres despite
obstacles

wE D GThR e, JFIE Rz K H
Wro BJERAWIEL, B TK
HSEBLZE ORI 514, 0 R
T ANWEDS 776

Interview Questions

[iR=Na)

e Describe your greatest work-
related achievement.What do
you think were the factors that
led to your success?

o IHHIIRIREKM TAERUMR. 1E
WEK, TR E 2
Ha?

¢ What do you see as your
greatest obstacles to achieving
your ultimate career goal?

Rating Scale
PEREARHE

0 = Minimal Evidence (0-2)0 = J1J&
& (&R 0-24)

1 = Partial Evidence (3-7)

1= |MAFE (BEXF3-714)

2 = Full evidence (8-10)

2= EEMFE (BFX 8-104)

[ Described a desire to work, learn
or achieve

O s e, sk mahing

[ Took the initiative to achieve goals

Q 2% 58 B s

Q Any statement of personal or
professional standards

Qi A A ST

L Perceived own effort as being a
factor of success

O s | a5 2 — K%
EN

L Had a clear plan for overcoming
obstacles

O e v by T 9w -l

[ Described perseverance despite
obstacles

Notes

LK
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o TERER, HaFHISRSZIL
B AL H bR ) B KBRS ?

e How do you plan to overcome
them?

o ARIHRIANAT B iR IX LE fR A 2

e How would you like to hear
yourself described by your boss
or colleagues?

o RSN L SR LA S
FERTIFA 2

Understanding The Business

W T R

Demonstrates an interest in and
understanding of issues relevant to
the business and keeps knowledge
up-to-date.

FENV S5 A R VOB 7 T, 2RI %
AT AR, R ORFF RN SE T

Interview Questions

O st R Tn S FFILAS, AR IR
AR

[ A clear statement of the goal to be
achieved

O m s o sk sk 5 S BB A

(] Refrained from blaming others for
events

M SEEITEETS RN

D Would like to be described as
someone who created his or her
own success

O 7 s etk ol 1 5 R D )i
#
U Has a clear career goal

O g0k B bR

Rating Scale
PEREARHE

0 = Minimal Evidence (0-2)
0= JLERF& (BXH0-24Y)
1 = Partial Evidence (3-7)
1= WARE (X 3-74)
2 = Full evidence (8-10)

2= EERFE (BXF 8-104Y)

Q Displays a positive attitude toward
working in the hotel industry

Score

"_a

Notes it 3%
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TH R A & O Stk A 5 4T 0 B0 AR F) 2

e Describe the ways in which you
keep yourself up to date with
what is happening in the
hospitality industry in general,
and in your area specifically.
How do you gain from this
knowledge?

o IHRIIRLE AR EAT AT E &
R QU7 TH, AR AT SR B E
T URAnT X 2e iR
MR ?

e Describe the current issues and
challenges facing your property.

o EIRVRAT TAE B S BTG
F 224 I ] e AT

e If you were asked to
recommend the one action that
would improve performance of
the hotel you work in, what
would it be?

o ELRURNFT TAE B E T2
— I P S ST L, AR
VORI A 2545 7

i3

[ Recommends action that
demonstrates a good grasp of
current hotel operations

O s ps it et PR B L ol i a2
IR R 4748

QA positive attitude towards the
concept of service

O o i 45 Wt B A

Q Applied a technique or service or
process learned about or through
market research

Q zH MR s AN — T AR
AR 55 B RRE

[ Describes the gaps and
opportunities in the market

O sk it 0 A LE

L Reads regularly industry
publications

Qs biseA7 b e

[ Describes issues and challenges in
terms of meeting customer needs

O At 2% 5 sk ke A
Pk

Q Actively shares industry and
customer knowledge with others

Score

/o

Notes i 3%
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Problem Solving & Decision
Making Effectively diagnoses
problems and thoroughly analyses
information to guide decision-
making. Evaluates and assimilates
critical information when reaching
conclusions and makes logical
competent decisions.

fRRIE R & AT ULRIIBE ST
A RCH A R, AT AT E R
MG F . R R
L X OGRS B AT VT A A
fife,  MIAE H G 3G A R TR

Interview Questions

T ) &

e Describe your approach to
solving problems.Give a recent
work-related example.

O Bkt 5t A2 AT LA O T
LIRS

Rating Scale
PEREARHE

0 = Minimal Evidence (0-2)
0= JLERE (BXF 0-24)
1 = Partial Evidence (3-7)1 = #44F
& (BEX 3T
2 = Full evidence (8-10)
2= EEFE (BEX8-101)

[ Was there a clear problem
statement?

Q) sk 2 s A

[ Demonstration of understanding
the root causes of the problem

O o ok 1l SR P T A

[ Were alternatives considered?

O 2rxkidgitirg?

[ The solution to the problem was
based on sound reasoning

O s vy B A B AR

[ Able to see the link between own
actions and the resulting problem

Score

"_a

Notes i 3%
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o IERIIRIRARRIA R T, JF
26— AN I TAE A5 7 LA
L

e Describe a time when you did
not foresee a problem that
caused you some difficulty or
was a threat to business. Why
was this unforeseen? What do
you do differently now?

o BB IRIT AT i) @ 45 AR
A2 RS PRI A ESGS M M 55 T e ) —
RATT o ARARTIIX — 7] R
JRER? ARILAE A AR AT 22 ?

e Inyour opinion, is it better to
take a quick decision even if it
is not ideal, or to take enough
time to make an ideal decision?
Why?

o RIS s AN B AR AT EEPRLIA
TR, & RAE TR I R {E
HERARR SR, E/RE RPN 5
AT A

O B 11 & AT 3R AR 1 1)
TEAE B R

[ Able to describe the learning from
having this experience

O A tidk 1AL 2 3R 4
Une2 gl

[ Describes an understanding of the
balance between the ability to take
a decision quickly and the
importance of having the facts
when possible

O e bl e 5 160 Al R T il 4
L) B 8] TR T
M, RILH—E IR

[ Describes common obstacles to

foreseeing problems and action
taken to overcome these obstacles

i 0 0 o T 7 ) — B
T LA I e iRk L6 R B ) 4 B

Score

/o

Notes

X
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Customer Focus

B2 [A

Builds and maintains relationships
with internal and  external
customers.Understands and
anticipates customers’ needs, takes
action to address customer needs,
and strives to exceed customer
expectations.

5 PN 5B R0 A1 508 i 25 S ST 4E Rl
FKFR. MMETRA—E T
AT, KRBT 3h i 2 R w5
3K, FELS I U P .

Interview Questions

[iR=Na)

e Who are your internal
customers? How would you
describe their needs? Describe
an action you took to meet their
needs.

o UERIRIIN BRI ? AR U
AT R 2 15 A — THU
JRABATT R KA 2845 2

e Describe your best customer
relationship. How was it built,

Rating Scale
PEREARHE

0 = Minimal Evidence (0-2)
0= JLER& (BEX0-24Y)
1 = Partial Evidence (3-7)
1= MARFE (BXF3-74)
2 = Full evidence (8-10)

2= EERFE (BEX 8-104)

(] Describes the elements required to
build customer relationships such
as follow-through, integrity,
service

O sk g miz s 2 ENEE,
nfrsEREgE. IEE. RSSEE.

L Able to identify and value internal
customers

L & 5 102 50 60 00 Py 2

[ Describes needs of internal
customers

O stk p i 1 K

Score

"_a

Notes

xR
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and how do you maintain that
relationship over time?

o IEMRIREE SR AR R R
R KRR ?
PR SGE M AT 4 Z 1 2

e What are the most common
reasons for customer
dissatisfaction? What steps have
you taken to minimise these
things from happening in your
property?

o JBES AN R B L R AT
AT AEIRIVERE X, ARRE
T - 6 it A S T E g X e
RA?

Innovation

AFTRE S

Generates new ideas and encourages
creativity from others. Goes beyond

the status quo; recognised the need
for new or modified approaches,

[ Took action to minimize identified
factors of customer dissatisfaction
in own department

O sz A R, I e T
FEHR I IRHUT Bl i KR 5T LUk
e

Q Displays evidence of actively
seeking customer information

O s 5 5 £ 2

L Takes full responsibility for
solving customer issues

O 400 s v 2% 1

[ Addresses underlying customer
needs

Qe i s e ok

Q Anticipates future needs of
customers

O e o ke ok

Rating Scale
PEREARHE

0 = Minimal Evidence (0-2)
0= JLER& (BEX0-24Y)
1 = Partial Evidence (3-7)
1= MARFE (BXF3-74)
2 = Full evidence (8-10)

Score

"_a

Notes it 3%

10

The largest FREE resource tool for young hoteliers ano seasoned professionals

Lc0C @

OO 'IAIHOYVNNI



Pre-Selection Structured Interview Guide

Tk 45 AT A R

INNARCHIVE

Hospitality Library

creatively ~ combines  different
perspectives and approaches.
PEAERTARNE, IR SR il N AT 6
Wro AT IR WWIREI T
B s A A A
[FA A AL 77

Interview Questions

[iR=Na)

e Tell me about the most creative
or innovative idea or approach
you have recommended or
implemented.What prompted
you to try a new approach?What
were the results?

o IHH YRR S IR EHEAT )
A B = B A BT ) AR R
Titke et rR =k E 77
17 SR ?

e What have you done differently
than your predecessors in your
position? What changes have
you implemented?

o VRIMHE S HIAERIAN R 2 AbTE
THRE? fRAFE VA 2485 ?

e How would you describe the
level of creativity in the team?

2= BERFFE (BX8-10)

[ Evidence of introducing a new
approach or concept in hotel

L 2 0 o i 5 5 97 5 v i e

o

L Able to analyse and identify gaps
in current functioning

L Gt 207 A0 B 24 RS R A7 7E 1
ZER

[ Demonstrates support of other’s
ability to be creative

O e mintftn A i 700345

Q Ability to integrate several ideas
into one new approach or idea

O femsss ks s A ¥
2 BUE AR

L Has used brainstorming technique
to solve problems

O st R A B 28 B iR e
=l

[ sees situations from multiple
perspectives

Q Mz E R

Q Open to new ideas

O womp

Score

"_a

Notes

xR
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What concrete steps have you
taken to encourage creativity in
your team?

o REUNTHEIR A B FT K
2 ARSI 4 e
RAZEAT B3R ?

Teamwork

I FAK

Demonstrates co-operation and trust
with colleagues and teams and
across organisational boundaries.
Participates as a team player and
establishes strong working
relationships to deliver positive
results.

TE[RFHA AN, HRHLZ [F]R
WEVENEAE. — 3T HIBA
HAEMIN, IR TAE G
A, DUBAS R RCR o

Interview Questions

T ) &

e What is the difference between
a team and a group? What needs

L Does not automatically apply tried
and tested solutions to problems

Q) R A g fi P st A skt £
J7 VR )

Rating Scale
PEE R

0= Minimal Evidence (0-2)
0= JLER& (&X 0-24)
1 = Partial Evidence (3-7)1 = #44F
& (BEX 3T
2 = Full evidence (8-10)
2= BEFFE (BX 8-10 1Y)

| Knows the difference between a
team and group

L o P BB e 50

O can identify behaviours and
factors that impact team
performance

L wits waw s m A DL St 17 A0
FSEN

(] Describes effective ways of
influencing team members

Score

/o

Notes

xR
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to be done to improve the level
of functioning in your
department?

o HBAAVHEAAA I ? $ETHIR
FIAERR I TS EIKF, 75 24l
Lot 22

e Describe a time when you had
to achieve a goal and you could
only do it with the cooperation
of team members.What did you
do to encourage their
cooperation?

o THEIRIRLINIA A — I H 5
H A e AT AR 2 AT A
PERFLASEI — IR & T« B
AT RE S AR, ARRER 1 AT
AFE I ?

e Describe the relationship
between your department and
other departments. How could
you contribute to improve
relationships?

o IERIIRIRITAEEST I E AT
Z IR R PRUNAI kX —
KAR?

O stk sz P A 52 T 14 207 =K
[ states team goal as superseding
personal goals

W el IDEGi [N = XN R 7

Q Recognises that individual success
is unlikely without team success

Q snssA R, AT
REIRTF D A ELT)

L Values good relations between
departments

O s 1m0 B 46 &

[ Describes team members in
positive terms

QA Famub il ik I BA R T

[ sees selfas responsible to respond
to needs of team members

O i 2 BN 53 T 75 SR MR AT

Score

/o

Notes

xR
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Adaptability

b VA WA

Works comfortably and effectively
in an environment of ambiguity or
change; is receptive to new ideas and
responds to workplace changes with
flexibility and optimism.

116 0 A B B0k A AR AR 1 1 TR
N, VhEEA ROR e AR, E T
Bz AL, RIEFAN N TAE
TR .

Interview Questions

[iR=Na)

e Describe a time of upheaval in
your job. How did you respond
to the upheaval?

o IHHARTAERARIARM—IRE
Ji o RGN RN 3X — Fil AR 2

e Give an example of a time you
demonstrated flexibility within
your role. Describe a time your
boss demonstrated flexibility.
What was your response?

o IHZMIIFRRAEHRLT HH R I
RIGAEE—IKZ 1. R IR

Rating Scale
PEREARHE

0 = Minimal Evidence (0-2)

0= JLER& (BXF 0-24)

1 = Partial Evidence (3-7)
1= |MAFE (BEXF3-714)

2 = Full evidence (8-10)

2= EEMFE (BFX 8-104)

Q Displayed a positive attitude
toward change?

L0 2 150 e e L AR MR 9 25 P 2

Q Variety considered a positive
attribute of the work place

Qs T TR 2 A R R bR
13

[ Indication of a willingness to try
and learn new things

L o8t 2R 22 S g S i 2

[ Able to remain calm in times of
rapid change?

L 5 F A T R 75 S v i 2

Score

"_a
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[ FIERILH RS AR @ ) — Ik 2
Jio XoF CARAEAAT 2 B 2

e A new programme requiring a
change in how staff
performance will be appraised
and rewarded will be
implemented. How will you
introduce this change to staff?

o BIRIUE It TRILVEAL 7 UM
il BT ) — S Hrit R
PRAGandeT 1) 53 T A I —A8
1?

Impact & Influence

7

Promotes ideas persuasively, shapes
the opinions of others and
overcomes resistance. Establishes
influential contacts, builds
consensus for action and negotiates
mutually beneficial solutions to
problems.

HEAT IO ARV A N5 e, BRas Al A
W&, Wb R, AL R )

L were the feelings around change
primarily positive and looking
forward as opposed to holding on
to the past?

O 25 saepumx o, mk
K, ATk

[ Describes how to help others cope
with change (sell benefits,
reassurance, information,
attention)

O Sk 55 By A iR AL (&
FEUFAL . FRHRERIE. $RAHE B
eI SED)

[ Demonstrated ability to adapt to
chang

O i mixt 210 s

[ sees flexibility as an asset and not
a burden

O o R — B, i
H

Rating Scale
PEE R

0 = Minimal Evidence (0-2)
0= JLERE (BXF 0-24)
1 = Partial Evidence (3-7)

1= MAFE (EX 371
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9% AR M, SEB 28 4 1) — Bt
17, Wil E TR AR R T

Interview Questions

[iR=Na)

e Tell me about a time when you
persuaded someone to
significantly change their
opinion to your point of view.
What did you do?

o B H URIRAR BT AR Al A 2R
M, T R AR R —
K& IR B A ?

e Describe a time when your first
attempt to sell an idea failed.
What happened next?

o IHRRIRHIAEST H WAL
B B RM —IR&E) . #F
KK TH A

e How would you describe your
relationships across the
departments in the hotel? What
do you do to build these
relationships?

2 = Full evidence (8-10)
2= BEME (BX8-104)

[ was able to influence others to a
different point of view

I A AT T NI - 7 N i
=)

[ Provides clear, factual reasoning
when presenting case

O praktmens, femsming. Zsch
BEAT 1 2

[ Describes effective network of
relationships

O s 20 R 33 A7 4k ik

L Takes positive actions to build
relationships

Q Rmmim T shi % &

Qs impeccably groomed

W R E L]

Q Displays self-confidence

Q =wimac

[ Defends their views but responds
constructively when challenged

O fevm Comm s seitssr, 23
Ptk I B 8% T b N o)

L Able to cooperate when own
approach is not taken

16
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o REUMATHIR B CAEI NG %5
ISR AR T IR RIRAT
2T R IR R R

Leading & Developing People
T KFEFRMARIGES)

Inspires others to excel by clearly
communicating business values and
direction, recognising good
performance and providing
managerial support. Develops the
potential of others through coaching
and development opportunities to
build organisational capability for
the future

i A Lk 25 A AE W 2 A AT N 3
M. AATHE BRI, FRALE # S
7 ) 7 S AR GE K 5Bk, il
B T RN ST R AR
RS, NAKIEHLA A BE.

Interview Questions

T 2K 1] A

e Describe a time when you were
able to lead a group through
difficult times and achieve

O 72 1 Ty SR AT B
LA &

Rating Scale
PR AE

0 = Minimal Evidence (0-2)
0= JLERE (BXF 0-24)
1 = Partial Evidence (3-7)
1= |MAFE (BEXF3-714)
2 = Full evidence (8-10)

2= BEFFE (BX8-10 1)

(] Describes taking initiative
O ik 33

Q Conveys a strong vision and
generates energy and commitment
from team

Q) sl sl i, xEpsas
s A L 5%

L Perseveres despite obstacles

T s 473 R U A

L communicates effectively

The largest FREE resource tool for young hoteliers ano seasoned professionals
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success? What were the
difficulties?

o IHFEIRAR BT S A B I A
Ky PRI —R&E. H
T 1A 2

e How would you identify the
people of potential in your
department? Once identified,
what steps would you take?

o PRUNAA I BATERERIALT D
T? —HRIXERZT, R
REUAT A 5 ?

e Give some examples of actions
you have taken to retain your
people of potential.

o T2 U AR O B AT B RE
HIER T 58 TR B8 it

Cultural Awareness

AR

Understands and takes into account
the global nature of the business.
Works effectively with colleagues
from different viewpoints, cultures
and countries.

Q) it am
D Understands and works to meet
needs of team

O 7 arss i R B R
[ Takes action to identify and
support people of potential

L SR it B0 S LA T R A
N

Q 1s able to incorporate and act on
feedback from team

RE R I S imt,  FFAHRAT H
Q Actively promotes loyalty to
company and company values

FARGER T2 ] S FAEAT A ]
I E N

Rating Scale
PEREARHE

0 = Minimal Evidence (0-2)
0= JLER& (&EX 0-24)
1 = Partial Evidence (3-7)

1= MARE (BX 3-74)
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B RN 25 R I AT b 42 BR R
it ARG FFAAFEM A K
H AN R ST AN 51 [F) 3 — [A) T
k.

Interview Questions

T K 1] A

e Describe a time when cultural
misunderstandings caused a
problem. What was your role
and how did you handle it?

o THRIAR ST R T K I R
—IR& . AREH R4
At ? ARG AP 2

e In your experience, what
nationalities get on together
well and what nationalities tend
to clash? Give an example.

o VMRMIVISZIENR, WFLHE
FEN G218 5 F BB AL 2 Wk
SERE D G R PR T AU
i

e What countries would you not
like to work in and why?

2 = Full evidence (8-10)
2= BEME (BX8-104)

[ Shows an awareness of the impact
of cultural differences
O A oo R mEin.

L Able to display behaviour that is
culturally appropriate to guests or
colleagues

O fis i s o ) S R L & S04
FOR 1285

[ Demonstrates respect for ways of
others

O st A7 A BB

[ Refrains from negative cultural
statements about any cultural
group

O st QxRSO EIBAE H £
el

[ Understands that he or she must
adapt and not wait for others to
adapt to him or her

O 9 oo g imEmmA,
AR NG H

[ Takes cultural issues into account
when making decisions

Qb7 e S R 0528 18 SCAL 1)
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INNARCHIVE

TSR T F P Hospitality Library
o PRAELEMLERE K TAE? T | O Describes enjoyment of new
A cultural experiences
O Sk b7 SO ) S0 K
U Describes positive working
relationships with peers of other
cultures
O Sk 54 R Sk IR e ST AR )
THEXRAR
Structured Interview Evaluation Form
g f Ak i A &
Candidate Name:
RIS A
Candidate Job Title:
RS ERAL :
Candidate Hotel:
RS -
Competency Score
RE7 (S5
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TS5 A AR

Drive for Results
B S
Understanding the Business

M55 T R

Problem-Solving & Decision Making

fif v in 5 & HEAT YL RE
Customer Focus

B [m)

Innovation

BIlHr e

Teamwork

1 BKS i

Adaptability

A W)

Impact & Influence

5

Leading & Developing Others
YU B TR BE
Cultural Awareness

AR
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Tk 45 AT A R

General Manager Signature:

ISEZE: B S
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