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SERVICE FOCUS 

Description: 

¶ Develops productive working relationships with coworkers, faculty, staff, administrators, and 

others such as independent contractors. 

¶ Identifies and meets the needs of students, students' families, guests and visitors, and 

University faculty and staff, as appropriate. 

¶ Responds to requests for assistance or information in a timely manner. 

Sample Behavioral Interview Questions: 

¶ Describe a situation when a customer/client made very high demands on you (e.g., time 

constraints, quality of work). How did you deal with the situation, and how did the 

customer/client respond? 

¶ Give me an example of a misunderstanding with a customer/client. What was the nature of the 

misunderstanding? How did you resolve it? 

¶ Describe methods you use to develop a relationship with a customer/client. Are they effective? 

Give me an example. 

¶ Define what customer service means to you. 

¶ Tell me about a time when you had to say no to a customer/client. What was their reaction? 

How did you respond to their concerns, and what was the outcome? 

¶ Describe a time when you went over and beyond your regular job responsibilities to meet the 

needs of a customer/client. Why did you do this? What was the customer/client’s reaction? 

CONTINUOUS IMPROVEMENT FOCUS 

Description: 

¶ Identifies ineffective procedures and takes appropriate action to improve the effectiveness of 

such procedures. 

¶ Takes initiative to address and resolve problems. 

¶ Accepts additional responsibility to meet the changing needs of the workplace. 
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describe some recent accomplishments? 





 




