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Support Services/Paraprofessional Clinical
Job Family Rating Form
[bookmark: _Toc217901132]Requisition and candidate information
1. Date: 
2. Name of applicant: 
3. Position applying for: 
4. Position requisition:
[bookmark: _Toc217901133]Overall Rating
 Outstanding       Exceeds Expectations       Meets Expectations       Needs Improvement
[bookmark: _Toc217901134]Summary comments


The candidate is:       Recommended   	 Not Recommended

This form has been completed by: 

Date:

[bookmark: _Toc217901135]Critical success factors
1. [bookmark: _Toc217901136]Orientation to service
Question A: Can you tell me about a time when you provided excellent customer service by going beyond your primary job responsibilities?
Prompts
Please describe the situation.
What action did you take?
What was the outcome?
Can you provide another example?
Rating
         Outstanding       Exceeds Expectations       Meets Expectations       Needs Improvement
Comments


Question B: Describe a situation when you encountered an irate customer/co-worker.
Prompts
Please describe how you handled the situation.
What was the outcome?
If the encounter were to reoccur, would you handle it differently? If yes, what
would you do differently? 
Rating
         Outstanding       Exceeds Expectations       Meets Expectations       Needs Improvement
Comments


Question C: You have probably heard the saying, “the customer is always right.” Can you tell me about a situation when you felt the customer was not right? 
Prompts
Please describe how you responded.
What was the outcome?
What could you have done differently to increase the positive nature of this encounter? 
What is it like for you to allow the customer to always be right even if you believe that they are not?
Rating
         Outstanding       Exceeds Expectations       Meets Expectations       Needs Improvement
Comments



2. Self-management and capacity for self-evaluation
[bookmark: _Toc217901138]Scenario A: It’s your first day at your new job and your supervisor is pulled away for 2-3 hours in an emergency. You have been left alone to acquaint yourself with your new job and department.
Prompts
What would you do?
What kind of information would you seek to better understand your new job?
What type of assistance could you offer on day one within your work unit?
Rating
         Outstanding       Exceeds Expectations       Meets Expectations       Needs Improvement
[bookmark: _Toc217901139]Comments


Scenario B: Describe the single most important accomplishment that you have achieved or been a part of within the past year.

Prompts
How would you describe the involvement of others in this accomplishment?
If so, what was particularly rewarding about this experience?
Rating
         Outstanding       Exceeds Expectations       Meets Expectations       Needs Improvement
Comments


Scenario C: Tell me about a time when you realized you would be late for work.

Prompts
What did you do about it?
How many times a year can you expect to miss work before it is a problem?
Rating
         Outstanding       Exceeds Expectations       Meets Expectations       Needs Improvement
Comments


Scenario D: Please give me an example of a job that you really enjoyed.
Prompts
What kind of tasks were you given to do?
How did you work with other employees to complete the task?
What was your relationship with your supervisor?
Sometimes people find it easier to do the enjoyable parts of a job while ignoring the parts of a job that are not enjoyable. Can you talk about your experience in completing the less enjoyable portions of a job? What do you think makes the less enjoyable parts of a job as important as those that are?
Rating
         Outstanding       Exceeds Expectations       Meets Expectations       Needs Improvement
Comments



3. Ability to follow directions/conflict resolution
Question A: Your manager and you disagree on how a difficult situation should be handled. After much discussion, your manager clearly communicates how he/she wants you to handle the problem. Upon leaving the manager’s office, your coworkers want to know where you stand on the issues.  
Prompts
How would you respond to your co-workers’ inquiries?
Rating
         Outstanding       Exceeds Expectations       Meets Expectations       Needs Improvement
Comments


Question B: Have you ever been in a situation in which you and your manager disagreed?
Prompts
What was the nature of the disagreement?
How did you handle it?
What was the outcome?
Rating
         Outstanding       Exceeds Expectations       Meets Expectations       Needs Improvement
Comments



4. Safe work spaces
Question A: Can you give me an example from a past job situation of a safety concern associated with the type of work you did?
Prompts
What did you do?
Who do you believe is most responsible for making sure safe work practices are followed?
Rating
         Outstanding       Exceeds Expectations       Meets Expectations       Needs Improvement
Comments


Question B: What skills/behaviors/attitudes will you bring to this position?
Comments


Question C: What expectations do you have of UW as a future employer?
Comments



5. [bookmark: _Toc217901142]Role Play
Use the example below or a common situation that a person in the position would typically encounter and role-play with the candidate to assess how they respond to the situation. 
Scenario
You receive a telephone call from a staff member who has been expecting work to be completed in her department.
Staff Member #1: (Answering the telephone):
· “Good afternoon.  Trades shop.  This is (insert your name) speaking.  How may I help you?
Staff Member #2: (Sounding annoyed and rushed):
“How many times do I have to call to get someone over here to repair the lock on my office door? I’ve been waiting three weeks now, have called several times, and the work is still not done. No one has even shown up yet! WHAT IS THE PROBLEM OVER THERE?
Staff Member #1: 
(How would you respond?)
[bookmark: _Toc217901143]Communication
Prompts: 
What would you do and say?
What questions might you ask?
Rating
         Outstanding       Exceeds Expectations       Meets Expectations       Needs Improvement
Comments


[bookmark: _Toc217901144]Orientation to services
Prompts: 
What would you do and say?
What questions might you ask?
Rating
         Outstanding       Exceeds Expectations       Meets Expectations       Needs Improvement
Comments


[bookmark: _Toc217901145]Creative problem solving
Prompts: 
What would you do and say?
What questions might you ask?
Rating
         Outstanding       Exceeds Expectations       Meets Expectations       Needs Improvement
Comments
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