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INTERVIEW TECHNIQUES

LESSON OBJECTIVES
LEVEL
MEASURE

A. Determine the definition and the purpose of the interview
Knowledge
Written

B. Describe the steps in the interview process
Comprehension
Written

C. Describe different questioning techniques used during interviews
Comprehension
Written

D. Describe techniques used during climate assessment interviews
Comprehension
Written

E. Determine the advantages/disadvantages of group and individual climate assessment interviews
Comprehension
Written

F. Describe techniques used during complaint interviews
Application
Written/PE 

SUPPORT MATERIAL AND GUIDANCE

Lesson Focus

Gain understanding of techniques available to conduct successful interviews.  Be able to identify the advantages and disadvantages of the seven major types of interview questions.  Be able to discuss the purpose and techniques of the climate assessment interview process.  Comprehend why climate assessment interviews are an important method of gathering data during a unit climate assessment.  Be able to differentiate between individual and group climate assessment interviews and be able to relate the advantages and disadvantages of each type of climate assessment interview.  Understand the purpose and process of complaint interviewing.  Recall techniques used to establish and maintain rapport during the interview as well as types of questions used.

Student Contributions

Take notes and ask questions to clarify what was taught in lecture.  Practice skills used in the interview process.  Conduct climate assessment/complaint interviews from Sandy Beach evaluation package.

Student Instructional Material

Notetaking Guide

Instructional Method

Lecture (1Hr 30 Min) 

Practical Exercise (3 Hrs)

Sandy Beach Exercise (2 Hrs)
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NOTETAKING GUIDE

A. INTERVIEW

1. Definition of Interview
An interview is a conversation designed to gather information for a specific purpose.

2. Purpose of Conducting an Interview
a. Generate Data for Diagnosis: Interview data supplements and expands data gathered by surveys, reports, and observations.

b. Clarify Data Generated: Interviews assist the EO Advisor in checking his/her understanding of the system with the individuals who make up the client group being assessed.

c. Increase Personal Ownership of the Diagnosis: Because individuals are personally involved in the diagnosis through the face-to-face interview, they have the tendency to develop a feeling that what they have to say counts in the decision-making.

d. Examine Situations: To examine a specific problem, conflict, or issue that is unacceptable to the interviewee and to explore various possible resolutions.

B. STEPS IN THE INTERVIEWING PROCESS

1.  Prepare for the Interview:
a. Establish purpose.  Clarify Goals.  Prepare a checklist.

b. Determine the following:

· Who will conduct the interview?  (Best qualified, availability)

· How much time will be devoted to interview?

· How will the data be captured?

· Who will be interviewed? (Those involved, numbers, fair representation)

· When will you interview?

· Where will the interviews be conducted for maximum privacy and comfort?

c. Plan to avoid interruptions.

d. Determine what questions to use.  These depend upon the nature of the interview (complaint clarification, climate assessment, or other type), the scope of the diagnosis, and the depth of the focus.

2.  Open the Interview

a. Greet the individual promptly and courteously.  Identify yourself to the interviewee.

b. Begin establishing rapport – techniques to establish rapport with an interviewee include:

· Begin with small talk, put the interviewee(s) at ease, and help them become comfortable talking with you.  Remember that the interviewee does not have to talk to you.

· Maintain a comfortable amount of eye contact, tone of voice, and appropriate interpersonal distance.

· Use understandable words.

· Utilize effective and active listening skills.

· Attempt to see the individual’s point of view.

· Be aware of nonverbal behavior.

c. If you did not request the interview, determine why the individual has come to see you. Ask the individual:  “What brings you to my office today?” or  “How can I help you?”

d. Explain your role as an EOA.

e. Explain potential the interview can have on effecting change within the unit.  (This is especially important during climate assessment interview.)

f. Explain the limits of anonymity and privileged information.  The other person must understand that you work for the commander, and that the commander may have a need to know about the information developed in the interview.  There are only certain persons in the military who can guarantee anonymity or confidentiality (i.e., Chaplain, JAG).

g. Establish the norms and procedures of the interview.

h. Explain that time is important.

i. Explain the purpose of note taking.

3.  Conduct the Interview

Once the interview has been opened and you have done all the necessary steps to inform the interviewee the objectives of the interview and his/her responsibility, these are things you can do to insure the interview results in accurate and valuable information.

a. Establish and maintain appropriate eye contact.

b. Maintain appropriate interpersonal distance.

c. Be aware of nonverbal behavior.

d. Be relaxed and flexible.

e. Continue maintaining rapport.

f. Be aware of time, especially during climate assessment interviews.

g. Maintain control.

h. Maintain focus on the objectives and purpose of the interview.

i. Remain objective and impartial.

j. Be honest.

k. Ask appropriate questions.

l. Allow interviewees to tell their story in their own words.

m. Interview.  Don’t be interviewed.

4.  Close the Interview

Closing the interview can be a difficult task, particularly if the interviewee is talkative and cooperative.  However, there are certain things you can do to make the closing easier.

a. Acknowledge that you have met your time limitation, if necessary.

b. Summarize the information captured.  (You can allow interviewee to read any notes you have)

c. Ask interviewee if there is anything he/she wishes to add.

d. Explain the next step of the diagnosis/complaint process.

e. Let the interviewee know the session is over.

f. End in business-like manner.

g. Establish future follow-up, if appropriate.

h. Extend appreciation.

i. Give your phone number.

5.  Record and Organize Interview Data

a. Gather information collected during the interview and any supporting information.

b. Document the interview.

c. Arrange notes to assist in the overall diagnosis.

d. Label areas as requested by commander.

e. Maintain a chronology to describe actions taken and recommendations.

6.  Follow-up

a. Follow up on any recommendations, commitments, or issues raised during the interview.

b. If the interview was a complaint interview and is satisfied or unsubstantiated, close the case.

c. If an inquiry or investigation is warranted, coordinate with your supervisor or the commander.

C. INTERVIEW QUESTIONING TECHNIQUES

1. Direct Question - Asks explicitly for a reply on a specified topic, such as, “what,” “when,” “where,” “who,” and “why.” 

a. Advantages:  The primary uses of direct questions are to get detailed answers, to determine missing information, and to save time.

b. Disadvantages:  Can have a unfavorable effect if the interviewee is talkative and has a poor sense of relevancy.

2. Open-Ended Question - Questions that allow the interviewee to select information in their response that he/she believes is pertinent and relevant.  (Examples:  “What happened next?” or  “What happened after you entered the room?”)

a. Advantages: Allows the interviewee to report information that would be lost if the interviewee were forced to recount his/her story solely through responses to narrow questions.  Because the interviewee is permitted to report events in his/her own terms and without interruption for specific detail, the interviewee will recall matters which would be forgotten if otherwise interrupted.

b. Disadvantages:  Can have a detrimental effect if the interviewee is talkative and has a poor sense of relevancy.  The loose structure of the open-ended question allows the talkative interviewee to ramble about topics that are only slightly related to the case.  Open-ended questions provide very little memory stimulation when narrow questions can give an interviewee focus. 

3. Narrow Question - Questions in which the interviewer selects the general subject matter and what aspect of the subject matters that should be discussed.  Examples:  “Where were his hands when he said ...?” or “How many times has she called you at home?”

a. Advantages:  Narrow questions elicit detail by causing the interviewee to search his/her memory for specific topics, which are relevant to the EOA.  Where an interviewee, for whatever reason (sensitive subject), feels uncomfortable, he/she is likely to provide less than complete information in response to open-ended questions.  Narrow questions can be used by the EOA to avoid discussion of a sensitive topic until rapport is developed enough to increase the interviewee’s comfort level. 

b. Disadvantages: Narrow questions can inhibit the development of rapport.  Interviewees who are required to respond almost exclusively to a lengthy set of narrow questions may feel they never had a chance to fully explain what happened. The overuse of narrow questions will prevent the full story from emerging.

4. Paraphrase Question - The interviewer repeats the other person’s last response in his/her own words.

a. Advantages: This is a type of feedback that is usually done to get the other person to expand further his/her last point.

b. Disadvantages: Assuming the EOA knows best, the interviewee will often go along with the EOA’s description.  This may lead to superficial agreement with the EOA’s inaccurate view of the situation.

5. Leading Question - Basically is a statement followed by a suggestion of what the answer should be.  (Example:  “That sounds like sexual harassment to me, don’t you agree?”)

a. Advantages: NONE to the EOA.  Because of the nature of leading questions, it is recommended that this type of question should be avoided during an interview.

b. Disadvantages:  Particularly where the interviewee is unsure of the answer, the use of leading questions will often cause distortion.  Assuming the EOA knows best, the interviewee will often go along with the EOA’s suggestion.  This lead to superficial agreement with the EOA’s inaccurate view of the situation.

6. Yes/No Questions - Are constructed in such a way that the interviewee can respond with a simple, “yes” or “no” or perhaps “I don’t know.”  (Examples: “Did you know beforehand that there would be drinking at the party?” or “Were you drunk?”)  Yes/no questions are similar to leading questions in that they severely restrict the range of response, but they do not suggest the answer in the way a leading question tends to do.

a. Advantages: NONE to the EOA.

b. Disadvantages: By asking a yes/no question, you suggest to the interviewee that the subject matter of the question is important and relevant causing the interviewee to feel the facts are not developing in favor of the interviewee.  This will affect rapport. Answers to a yes/no question such as “Were you drunk?” will commit the interviewee to their response and may shape the interviewee’s subsequent reporting of specific matters such as the number of drinks, the amount of food previously eaten, etc.

7.  Loaded Questions - A dangerous question not only encouraging a specific response, but one that also has strong emotional overtones. (Example: “You certainly don’t object to working for a woman, do you?”)

a. Advantages: NONE to the EOA.  It indicates a lack of ability on the part of the interviewer and negates the value of the interview to a large extent.

b. Disadvantage: The interviewee will perceive the unfairness of the question and a certain amount of bias on the part of the EOA.  Such questions destroy any rapport.

D. TECHNIQUES FOR CONDUCTING CLIMATE ASSESSMENT INTERVIEWS

1. Purpose of Climate Assessment Interviews

a. Generate Data for Unit Climate Assessment: Although unit trend data and survey responses provide valuable information, they lack the human factor that interviews provide.  Interviews allow the development of information relating to a particular issue addressed in a survey or uncovered by a unit trend analysis.

b. Generate Independent Data for Assessment: In addition to allowing for elaboration on subjects addressed in a survey, interviews may also uncover new subjects of interest not addressed in the survey analysis.  Interviews can also be used in lieu of a survey when there are specific needs, issues, and concerns that require immediate attention.

c. Increase Personal Ownership of the Assessment: The face-to-face nature of an interview offers advantages over the other more impersonal assessment methods because it involves people directly in providing input to decision making.  
2. Select Personnel to Interview 

a. The number of personnel to be interviewed is based on the size of the unit and the capability of the EO staff.

b. This table suggests the typical interview sample sizes associated with various unit populations:

Military Population 



Sample Size
                                    Fewer than 25                                Attempt to interview the

                                                                                                 entire organization

25-50                                                            25-30

51-100                                                           31-35

101-200                                                          36-40

201-300                                                          41-45

301-400                                                          46-50

401 or more                                                      51-55

c. Interviews should constitute a representative mix of personnel in the unit based on sex, race, ethnicity, grade, and operational function.

d. Personnel from all work shifts and sections should be interviewed.

e. If analysis of survey responses reveals any areas that require further research specific to a population group, it may be useful to schedule more individuals from that group than would have otherwise been scheduled.  (Example:  If a particular racial group reports perceptions of inequity in disciplinary actions, you might wish to over-sample this group.)

3. Develop Core Climate Assessment Interview Questions

a. The primary sources of core questions are the survey analysis or the needs, concerns, and issues the commander wants addressed.

b. Questions may also be generated from trend data analysis (EO complaints, personnel actions, legal actions, etc.) or unit advisory council issues.

c. The exact same core interview questions should be used in each interview during the unit assessment to facilitate and validate analysis of responses.

d. If no survey was conducted, develop questions with quantifiable responses where possible (i.e., “On a scale from 1 to 10, 1 being the lowest and 10 being the highest, how would you rate...”).

4. Schedule the Interviews:

a. Work closely with the commander to schedule the interviews.

b. Have the commander or senior NCO informs unit personnel of all interview requirements.  This process is a good indicator of the quality of communication channels in the unit. 

c. Conduct interviews in a space provided by the commander in the unit.  Interview areas should afford sufficient privacy and be free from distractions.

E. ADVANTAGES/DISADVANTAGES OF INDIVIDUAL AND GROUP INTERVIEWS

1. The Individual and Group Interview

a. Individual Interview - Individual interview is carried out in a private face-to-face, one-on-one situation between the interviewer and the interviewee.  The individual interview is a dynamic and flexible process that is different for each paired interviewer and interviewee.
b. Group Interview - Group interviews are carried out with a group of people using one or more interviewers.  Many organization assessment interviews are conducted in group settings; sometimes using more than one interviewer.
2. Advantages of an Individual Interview

a. Flexibility:

A skilled interviewer can search out relevant issues that appear or develop as the interview progresses. 

b. Involvement:

One-on-one interviews may produce a greater sense of involvement and commitment among interviewees and lead to more direct and honest answers.

c. Clarity:

Since the interviewer takes an active role in helping the respondent understand questions, there is less chance the questions will be misunderstood.

d. Intimacy:

One-on-one interviews are intimate; therefore, they may lead to more direct and honest answers.

e. Time:

Time may or may not be an advantage depending on interviewer skills, number of persons to be interviewed, and depth of the interview itself.  It depends on the circumstances.

3. Disadvantages of  an Individual Interviews

a. Time:

Individual interviews in large quantities can take a great deal of time and elicit a great deal of information, which may be difficult to decipher, and often conflicting.

b. Sample size:

As pointed out before, time makes it difficult to interview a great many people which, in fact, may reduce the sample size (or representation of the group) and the breadth of information obtained.

c. Validity:

Such things as the interviewer’s lack of experience, improperly used techniques, questionable interpretation, and small sample size may invalidate the data.

d. Training:

It is easier to teach a person to administer a survey than to be an effective one-on-one interviewer.

4. Advantages of Group Interviews

a. Time:

Can be more time effective because more than one person is being interviewed; more information may be gathered in the same amount of time devoted to one individual interview.

b. Commonality of perception:

Can test commonality of perceptions of a number of people.  If several people validate a particular statement or response, the statement may have more validity in the overall analysis or diagnosis.

c. Valuable information:

The group interaction will often produce elaboration on responses and the sharing of ideas.  One comment may be a building block to other comments or information critical to the assessment.

d. Formal communication check:

The group interview can provide a check on the information channels and patterns in a unit.

5. Disadvantages of Group Interviews

a. Trust:

If there is no trust between the group and the interviewer, between the group members themselves, or within the organization, the interview will not produce valuable information.

b. Expectations:

Some members of the group may want immediate results, or may expect prompt changes.

c. Threat:

A senior person may perceive a group interview as a threat to his/her position or program.

d. Skills of interviewer(s):

The success of a group interviewer is highly dependent upon the interviewer’s skills in handling group situations and dynamics.

F. TECHNIQUES FOR CONDUCTING COMPLAINT INTERVIEWS

1. Purpose of Conducting a Complaint Interview

To examine a specific problem, conflict, or issue that is unacceptable to the interviewee and to explore various possible resolutions.

2. Complaint Interview Techniques

Use procedures outlined in “Steps for Conducting Interviews.”

· A consideration for a complaint interview is to ask the interviewee how he/she would like the situation to be handled.  Ask:  “What would you like to see happen now?” or “What would you like to see done about this situation?”

· If the interviewee indicates he/she has no idea what they would like done (“That is why I came to you.”), provide them with options to consider.

Interview Evaluation Checklist
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OPENING THE INTERVIEW
S

U
COMMENTS

1.  Greeted interviewee promptly and cordially.





2.  Began to establish rapport with the interviewee.





3.  Determined why individual is here.





4.  Explained role of the EOA.





5.  Explained the limits of anonymity. 





6.  Established the procedure of the interview.





7.  Acknowledged time limitation.





8.  Explained the purpose of notetaking.











BODY OF THE INTERVIEW
S

U
COMMENTS

1.  Allowed the interviewee to tell his/her story.





2.  Continued maintaining rapport.





3.  Asked open-ended questions.





4.  Paraphrased interviewee at times.





5.  Maintained control of the interview.





6.  Maintained strict impartiality.





7.  Maintained appropriate eye contact.





8.  Remained aware of the time.





8.  Was not interviewed by interviewee.





9.  Listened attentively.





10.  Accepted interviewee feelings.





11.  Maintained positive non-verbal communications.





12.  Used narrow questions to elicit detail later in interview.





13.  Determined what the interviewee wants to happen.







CLOSING THE INTERVIEW
S

U
COMMENTS

1.  Summarized the information gathered.





2.  Asked if interviewee had anything to add.





3.  Explained what was to happen next.





4.  Set up future follow-up.





5.  Ended interview in a professional manner.





S- Satisfactory

U- Unsatisfactory
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