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Relax! Listen to the candidate. Remember to find out about the person - they need to 

open up to us. Allow silence to exist and let the candidate fill it rather than you.  Don’t be 

tempted to jump in, let the candidate finish before saying anything.  The more they say 

and the more we listen the more we get out of the interview process. 

1. “Why do you want to work here?” 

To answer this question they must have researched the company. They should know the 

company’s attributes and demonstrate how their qualities match the company. 

2. “Tell me about yourself.” 

The candidate might clarify this question, but the first thing they respond with will give 

you an indication about them as a person.  Guide them to tell us about themselves, their 

family and friends, what they like doing, then listen. Once the candidate has concluded 

direct them towards their working lives. 

3. “What is the biggest challenge you have faced in work in the past 12 months?” 

This is often an opening question. How the candidate responds to this gives you a feel for 

their natural abilities/areas they enjoy.  Normally it will help them relax, as they can think 

of a real situation. 

4. “What do you know about the dealership/company/role?” 

They are not required to be an expert on the organisation or role, but a genuine interest 

and basic understanding is expected.  

Examples of best practice research: use of press releases, corporate and social websites. 

Have they mystery shopped you, have they any feedback from that experience? 
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5. “Why do you want this job?” 

 

This focuses on why they want this particular role rather than why they want to work for 

the dealership itself. Do they understand what the job is, do they know why we need 

someone in this position? 

 

6. “How would your team/manager describe you?” 

When the candidate responds with his strengths, dig a bit deeper. Ask them why, ask 

them for an example to support this. 

7. “What is your biggest achievement?” 

Ideally work related. There will hopefully be a number of things they are most proud of in 

their career to date. What are their key achievements? Were they commercial, people or 

process orientated? What was the cause and effect? How were they involved, what was 

improved, saved or developed? 

If they are short on career-based examples, they can use personal achievements which 

demonstrate the commercial skills required for the role, such as teamwork, commitment, 

empathy, determination, attention to detail, etc. 

8. “Can you give me an example of a time when you have dealt with…?” 

…sales person underperformance? 

…an unhappy customer? 

…conflict with strong sales people whilst controlling a sale? 

…underperformance on particular add-on products? 

…a sales person who will not follow customers up? 

…a sales person not looking after customers? 
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…a sales person not fulfilling commitments? 

We are looking at the processes the candidate used to resolve the issue. How did the 

action taken positively impact the business, and what did they learn from the experience? 

 

All the questions should be based around the job description. They are designed to 

identify people who are not being honest about their actual experience. 

9. “What are the key factors which make a successful sales department?” 

Fundamentally, the best teams have certain things in common: clear communication, 

consistency, fun, performance management, leadership, engagement, incentives, etc. 

Be prepared to ask them about the attributes of the best team they have ever worked in. 

Question their answers. Ask for examples to back up any statements for how they would 

play a part in, or create, this team or environment themselves. 

10. “How do you manage change?” 

Change is an essential part of life in a modern dealership environment as the industry 

strives to achieve best practice for their customers and stakeholders. Ask about some 

examples on how they personally managed, or were affected by, some change. What was 

their focus? What were they aiming to achieve and how did they deliver the outcome? 

What were the problems encountered and what was learned as a result of working 

through the change? 

11. “What was your reason for leaving?” 

We are looking for them to be positive about their role. An employee who is negative 

about their existing or a previous employer may turn negative in your employment.  If 

their negativity is directed towards a sole employer it is possible that it is an isolated 
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case, but if they are generally negative about previous or existing employers then be 

careful. 

12. “What are your strengths and weaknesses?” 

We are looking for a degree of honesty in this question. Clearly if the candidate said they 

were good at administration and detail but were not a people person, this would be no 

good for a Sales Manager. However we are looking for the candidate to be candid with 

us. 

Give an example of this behavior 

Having just shared some of their attributes we will now explore further those areas where 

we have concerns. 

13. “Can you give me an example of a particularly difficult customer you had to deal with 

and how you used your skills to successfully overcome the problem they had?” 

We are looking to see if the candidate has an understanding of the standard customer 

resolution process. 

− I listened carefully to what the customer had to say. 

− I apologised and empathised with their situation. 

− I confirmed my understanding of their concern. 

− I took responsibility to resolve the issue. 

− I offered a solution (plus alternatives if possible). 

− I confirmed the customer was happy with this. 

− I thanked the customer for raising the issue with me. 

− I took immediate action following the call to resolve the situation. 

− I remained calm throughout the whole process. 
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− (If appropriate) the customer wrote in to my supervisor congratulating me on my 

efficiency. 

Were any of these key areas exhibited? If so tick them as we go. 

14. “Tell me about a difficult obstacle you had to overcome recently at work? How did you 

overcome this?” 

Here we want proof that the candidate will tackle problems head on and not just bury 

their head in the sand. A strong answer will clearly demonstrate a problem, an action and 

a solution. For example: 

Problem:  When I was first promoted to team leader, I consistently struggled to 

ensure that my team achieved their sales targets on a Friday.  

Action:  I sought the advice of more experienced team leaders to find out how they 

motivated their teams through the Friday slog. 

Solution:  Acting on the advice of the other team leaders, I implemented a 

combination of incentives over the next few weeks and successfully 

boosted my team’s sales figures. 

15. “Please tell me about a situation where someone was performing badly in your team. 

What was the situation? How did you deal with it? What was the outcome?” 

A model answer could look something like this: 

As part of my regular team monitoring I assess all advisors call quality in order to measure 

them against the relevant KPIs. When reviewing calls for one advisor, I noticed a trend where 

the advisor was quite abrupt with callers. I scheduled a meeting in private with that advisor, 
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which I prepared for by reviewing supporting information (including their performance 

statistics for the month). 

I adopted a supportive style as I raised my concerns with the individual regarding their 

approach with customers, and confirmed their awareness of the business expectations 

regarding excellent customer service. I sensitively discussed with them any reasons they felt 

they were unable to deliver this, and emphasised the balance which needed to be maintained 

between quality and quantity. I adopted a coaching style to enable the advisor to work through 

any barriers and identify solutions, agreed reasonable and tangible expectations for 

improvement, arranged appropriate support and scheduled weekly meetings to review their 

performance against these expectations. As a result, the advisor improved their performance 

and now consistently achieves all targets. 

16. “How do you plan daily and weekly activities?” 

We are looking for an organised and consistent person who is able to set-up 

routines/processes and ensure they run consistently, with reviews and measurements 

put in place to assess their success. 


