PATHWAYS TO WORK
PRE-SCREENING FORM FOR CONTACT CENTRE WORK
	COMPANY:
	CUSTOMER NAME:

	SECTOR:

	ADVISOR NAME:


	COMPANY CONTACT:
	ADVISOR CONTACT NO.:


	TEL. NO./EMAIL:

	DATE:


· Contact Centre – good verbal communication, patience and empathy
· Customer service inbound roles or Telesales outbound roles

	QUESTIONS

	WHAT TO LOOK FOR
	YOUR NOTES

	GENERAL QUESTIONS

	Why are you interested in this role?

	Look for enthusiasm about the role, knowledge of the employer – have they done any “homework” on the employer -, understanding the importance of the role.
	

	Do you have any experience (personal or professional) for the role you wish to apply for?
	Look for portable skills, have they experienced any elements of the role they are showing an interest in.
	

	Give me three characteristics/ behaviours that are necessary for this role.
	Look for a good understanding of what the role requires and the importance of their behaviour and the impact it may have.
	

	What do you think will be most challenging about the role?
	A good understanding of the role and its difficulties
	

	What motivates you within the workplace?
	Enthusiasm, interaction with other team members, likes a challenge
	


	QUESTIONS

	WHAT TO LOOK FOR
	YOUR NOTES

	Can you provide 5 years address history with no gaps including all postcodes?
	This is a requirement for contact centres dealing with financial services, look for no gaps in address history
	

	Do you have any barriers to work?


	For us to match suitable roles we need to know what barriers the customer feels they have and we can work with them rather than finding unsuitable work.
	

	Do you need any assistance/support in completing application forms, handling interviews, etc.?
	Note if they need additional training, one-to-one assistance, etc.
	

	Do you have the right to work in the UK?
	Can they produce a valid British passport or work permit, original birth certificate or photo driving licence?
	

	How mobile are you, what distance are you willing to travel to work?
	Please note if they are a driver with a car, or where they can get too easily and happily by public transport.
	

	How many hours per week are you looking for?

	Check if they have any other commitments and note the days and times and what they are prepared to do.  Is there flexibility?
	

	Is there anything you do not want to do?
	There is always some aspect of a role that does not appeal – look for honesty.
	

	What are your interests/hobbies outside work?  Do you belong to any groups/clubs?
	Outside work activities, any passions, hobbies, sports, keen interests


	

	Where would you like to see yourself in 5 years time?
	Look for drive, enthusiasm, commitment
	

	/JOB SPECIFIC QUESTIONS

	Contact centre roles can be in bound customer service, or outbound sales focused roles.  Can you tell me which appeals to you and why?
	Looking for sales experience and enthusiasm, or enjoying sorting out problems for callers
	

	Can you give me an example when you had to deal with a caller whose first language was not English and who had difficulty in understanding you? 
	Evidence of patience and understanding.  Look for an innovative way of getting their message across.
	

	How would you deal with a situation where a caller was becoming aggressive
	Look for calmness, tact and a diplomatic but assertive approach rather than aggressive.
	

	Have you had any experience in working to targets/commission?
	Look for an understanding of their importance, the need for a balance between meeting targets and providing a good service to the customer
	


	QUESTIONS

	WHAT TO LOOK FOR
	YOUR NOTES

	What would you do if you were not meeting your targets?
	Look for the ability to critique their performance and be creative on how to improve the results.
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