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Interview Skills and Strategies Review Exercise
Use all references that are available to complete the following:

1. Determine if each action demonstrates positive or negative non-verbal communication. Write “P” (positive) or “N” (negative) in the space provided.

__P__
Stand tall 

__P__
Smile

__N__
Turn away from visitor

__N__
Eyebrow raised

__N__
Smirk

__N__
Blank look

__N__
Yawn

__P__
Face the visitor

__N__
Eyes wandering

__P__
Open arms and hands

__P__
Direct eye contact

__N__
Shrug

__P__
Head tilted

__N__
Frown

__N__
Crossed arms in a defensive manner

2. Place an “X” in the space provided to identify actions that demonstrate active listening.
_____
Tell the visitor the reason for the interview.

__X__
Turn your focus to the visitor.

__X__
Let the visitor talk; give him or her a minute to tell you what is needed.

_____
Ask the visitor another question.

_____
Keep your eyes down as you document what the visitor is saying.

_____
Stand up and stretch.

__X__
Listen carefully to what the visitor is saying. 

__X__
Restate what you heard.
__X__
Allow the visitor to correct or clarify the information.
3. Read each question below. Decide if it is an open- or close-ended question. Place an “O” (open-ended) or “C” (close-ended) in the space provided.
__C__
When is your birthday?

__O__
What did you do last Thursday?

__O__
How did that experience make you feel?

__C__
What time did you leave your house?

__O__
Why did you leave the scene of the accident?

__O__
Can you please explain what happened to you on that date?

__C__
Who scheduled your appointment?

__C__
Were any of your family members involved?

4. During an intense interview, you notice the visitor’s lips begin to tighten, his nostrils flare, and his face turns red.. What should you do in this situation?

Response:  At this point, the visitor is not physically threatening me, so calling my facility security personal is not necessary. However, his non-verbal cues tell me that he is getting upset. I must be sure my actions do not negatively influence his behavior. I must keep my verbal and non-verbal communication positive:

· Listen closely

· Maintain eye contact

· Adopt a positive body posture, voice tone, and facial expression

· Gently probe for information

· Eliminate possible distractions

· Remain patient and firm
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