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’ BASIC PROCESSES

f OF INTERVIEWING

i
| ‘ The six chapters in Part I are designed to present a broad outline on which

] the rest of this book is based. Many of the guidelines will be repeated
. in the different parts of this book, but it will be helpful for readers

to come back periodically to these initial chapters for review because
| the guidelines will be covered in the most depth here. It is assumed that
‘ once you have read these chapters, you will be able to apply them to
“ the different contexts.
! THe-basic processes-that arereqered.in. PartIriniclude: (1)preparing
‘ for. the interview, (2) managing the initerview; 13) intérpreting the
I contént’ and.the relationship in an intetview, @nd<(4) judging :your
‘ awn effectiveness.-In d.sense,.thgseraré behavioral objéctives, -beciuse
g when.you finish-reading these initial chapters;you should be-ableo
atcomplish-eaclrone’of the*objectives with €asé.
Because we believe in the utility of a good orientation for any

communication endeavor, the following overview is presented so that you

will know what to expect in this part.
AnriritervieW-is a specialized fo¥m of oral; facé-te-face commurication
between.people-iti-afi-interpersonal relitionship that'is entered into ~
1
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for Eiﬁéeiﬁg.ré'asoﬁ‘assf)ciated'writ’h <-Particularsubjéet matter: Th e pN at u re Of EffeCtlve

Its effectiveness can be judged in terms of the purpose of the interview, . -
the techniques used, the time frame, the perspective of the person IntervleWI ng
doing the evaluation, and the reliability and validity of the information
obtained. These are covered in Chapter 1.
The things that affect the interviewer’s interpretation of messages
are: motivations, purposes, berceptions, thinking patterns, language
expertise, biases, attitudes, and memory. These also affect the
interviewee’s interpretation of the content of the interview. These are
covered in Chapter 2.

Those aspects of the interview that can be planned are the purposes,
agenda, questions, structure, setting, and reaction to special problems.

climate, listening, probing, motivating, and controlling the interview. |
These involve a high degree of communication technique, and relevant
guidelines are suggested for each in Chapters 5 and 6.

Finally, this part is addressed to the interviewer. Nevertheless, if
understanding a situation helps a person interact in that situation better,

any person can read Part I with the potential of becoming a better
interviewee, too.

[T

L) . wit}l
Most readers of this book already will have perhmpeted:n;ngbglr)rll;s i
another person in an interaction called “an interview.” Pr ,
n -successful at it, too. . o .
haveTt;f: word “professional” as applied to mterv;ewmg 1mphe;s t}:jg‘et(}:t?ve
i in those skills necessary for
ing degrees of proficiency in 1 . . tive
?rfe::irg’\;;ﬁg lg?elix Lopez compares the professional interviewer
in )

professional musician. ) .
ing i i i laying—a fair degree o

iewing is very much like piano p ; . ol

Irclt(:ll;‘;eilmwiflmout tll;}e necessity of formal instructlorf. But therebx: :N Zv::; o

?lig'erence in craftsmanship, in techniquei a}tlnc(l1 in ii:re;sls)(ieanist oon e

“ ” ished con .

ho plays “by ear” and the accompli . o solt

?nsl:::::egplaierymechanically reproduces on the keybeardllcerbtlzael;ldxir:ag odies

glmt have been committed to memory; the artisf, by s]:illlfu ynal .

tery of musical theory, countless hours of praehce, an .per:o il inteprete
ti(:x)ll creates an effect that is technically prelmse, pleasing to

and ’expressive to the pianist’s inner feeling.

I ellx M. Lope > Per 30“”3! Interviewin, New Yor ]ﬂCGlaW-}Illl BOOk Co“‘pa"y: 1915),
pez g( k’

p- L
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WHAT IS AN INTERVIEW?

Despi .
intef\:it:wth(;h Way we sometimes talk, there i no such thing as “the”
interno: t}llat c::;ebzr:a ﬁ lgt of different situations in which two peOpTe
. . €d an interview. [ thi ,
basic - In this book, we wil] d i
but eefr ;mewol'k that cuts across all of the following types of i tescr'lbe *
ch one has some subtle differences from a]] the rest enviews,

selection

j ubli
appraisal gele 1}(1: e
counseling focurs) one
disciplinary Jjournalistic
exit
. broadcast
internal research press conf
negotiation medical srenee

» @ type of interview that he
levant to his job. Similarly, personnel man-

ction and appraisal Interviews may find

i
{
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themselves taking an in-house survey or meeting the press to announce
some major organizational development in the company.

Another common misconception is that an interview is just conversa-
tion. Although a good interview may appear to be highly conversational,
there are some important points that distinguish it from mere ¢onversa-
book on interviewing, Robert Kahi-dnd-Charlés Canielldefing an-inter-
@iBas “aspecializéd-paftern-of verbal intefaction—initiated for &-Specitiv

ORRTHDSE, and fotliZed~on"§oime- specific -content aTes, with-ConSeqirernt
eliminationtzxranesus matésialy 2 Charles Stewart-ands W ..B7.Cash
Getinédtas “Fprovessrof dyadic comniufiicatiomrwitlra predetermined-ands

sefTOus purpose-desigied: tominterchange:behavior anid:involve the asking»
afidanswering-of questions™3 Since the word “interviewing” in common
usage refers to so many different kinds of interactions, it is difficult to
write one definition that will accommodate all of them. Nevertheless, it is
important that we establish a basic definition as a frame of reference.
Consequently, ¢e defifi€ 3n interview as-speciglized foraof.oru> face-
ttafdace” éommanication” betivéen “peoplé -in. divifiterpersonal Telativnship
dbat-is-entered- int-Jor aSpecificask related purpvse associated: witha

definition will make it more meaningful.

1. An interview is usually an oral, face-to-face exchange. The people -
involved are in one another’s presence and verbalize their messages
aloud. This gives the interview some real advantages over questionnaires,
because (a) respondents are more likely to say more than they will write,
(b) people are motivated by the mere presence of another person, and (c)
oral exchanges offer more immediate opportunities for probing, clarifying
answers, and providing feedback.

This definition, however, is not without its exceptions or limitations.
While the interview is basically an oral exchange, questionnaires and
resumes are often used within an interview as supplements.

Even more important, however, is the fact that the face-to-face situa-
tion allows visual, nonverbal messages to be a very important aspect of the
interview. They must not be overlooked. Sometimes, these visual mes-
sages reinforce the verbal ones; at other times, they contradict them. For
example, a person may be saying, “I'm quite comfortable, thank you” at
the same time that she is twisting a handkerchief and looking anxiously
around the room. Research has emphasized the relative importance of the

ZRobert Kahn and Charles Cannell, Dynamics of Interviewing (New York: John Wiley &

Sons, Inc., 1963), p. 16.
3Charles Stewart and William B. Cash, Interviewing (Dubuque, Iowa: Wiliam C. Brown

Company, Publishers, 1978), p. 5.
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visual cues and sy
ggests that when i
: people receive i
sagesl; .thily arﬁ more likely to believe the visual onescontradICtory mes-
ina i . :
which play:,a tv ;s part of the definition overlooks the telephone intervie
polls, With f rt)(; Il:;);}):)rtant t‘r;:le in marketing surveys and public opini:;;
ne, (o] i Y
only orally. people are in one another’s presence”
2. The peonle in av e .
This diﬂerenrt)ia(t)gslt?tlfn o Sierview are in an interpersonal relationshi
group meetin 1\11 rom other face-to-face situations such as lecture pci
include grons gs.f evertheless, certain variations of the intervie "
views xfultipls e peOQIe. The most notable examples are focusedv‘t Itnay
ences’ m l_tsp € Interviewers in selection interviews, and press c;illfer-
people. and mostI Pol?ular form, however, an interview involves tsvr ,
: everal major considerations for analyzing such interp a(l)
erson
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Topics Within a Conversation

(o]
Person 1: X H c
X
X H b c 5 X
X
2:
Person [s) b o
Time —————————p
Topics Within an Interview
X
Person 1: X X X .
X X
g X X o 0 X
X X
X
Person 2: X (s}
Time ==

Figure 1.1 (Source: Robert Kahn and Charles Cannell, Dynamics of
Interviewing, Copyright © 1963 John Wiley & Sons, Inc., p. 15. Adapted by

permission of John Wiley & Sons, Inc.)

THE INTERVIEW AS INTERPERSONAL COMMUNICATION

Since an interview is basically a unique form of interpersonal communica-
tion, it is useful to begin our analysis with a general model of communica-
tion. There are many of these, with each trying to capture a dimension of
this illusive process called “communication.” One of the simplest defini-
tions or descriptions was originated by David Berlo.4 He identified com-
munication as a source sending a message through a channel to a receiver.
George Gerbner then tried to develop a model that would take into
account more of the complexities of communication.? The Gerbner model

describes communication in terms of
1. someone
2. perceiving an event, person, or stimulus

3. and reacting
4. in a situation
5. through some means

“David Berlo, The Process of Communication (New York: Holt, Rinehart and Winston,

1960).
3George Gerbner, “Toward a General Model of Communication,” Audio-Visual Communi-

cation Review 4 (Summer 1956): 73.
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«omnmtivation. One-way communication is characterized by messages
that go in basically one direction, for example, from the boss to the
subordinate or from the interviewer to the interviewee. The sender is not
particularly interested in the responses, questions, comments, or reac-
tions of the receiver. Consequently, in a one-way situation the inter-
viewer can never be certain that there is mutual understanding or that the
message has been effective because there is no feedback. Feedback refers

to

the process of correction through incorporation of information about effects
received. When a person perceives the results produced by his own actions,
the information so derived will influence subsequent actions. Feedback thus
becomes a steering device upon which learning and the correction of errors

Message

are based.®

Many people are comfortable in a one-way situation because it is efficient
in terms of saving time and also they do not have to worry about reacting

I Figure 1.2  Process of communication

to questions or comments.
Fvo-way* commuamcxtion; on- thre-other -hand. .invelves=feetback.

Messages-are sent -ifi both diredtisis; 5o buthrindividuals-participateas,
serdE s AN d T aCaIvers;-and-cach must-pe reveptiveto-thre Tesponsessor
dexdbatkiseceived-fromicthe othet. Two-way communication takes time.
Hundreds of experiments and exercises, however, have demonstrated

| 6. to make available materials
| | 7. in some form
8. and context
9. conveying content
10. of some consequence

that the extra effort and time, and the willingness to receive feedback are
instrumental in increasing the likelihood that the people involved will
understand one another. The reason for this will become clearer later as
we describe the different influences on the way that people interpret

messages. For the moment, it may be useful to examine a couple of real

\ .
tions that shall be explored throughout this book. There are several that
cases.
In preparation for a meeting with a customer, I needed a list of computer
equipment that was proposed for his system. Not having this list in my file, 1
called one of my subordinates in and asked him to provide me with a list of
computer equipment in system XYZ. He returned a few minutes later with a
copy of the purchase order for the equipment which did include a list of the
equipment, but it was also cluttered with other information. This would not
serve my purpose. I then explained to my subordinate why I needed this list
and the general format that I wanted it in. The next list I got from him suited

my purpose perfectly.

The moral to this story asserts the necessity of feedback. Com-
municators often erroneously assume that since they know exactly the
results they want, the receiver will also. Thus, they often neglect to

provide clarifying details.
Whether or not someone gets feedback is often determined by the

ing objectives.
The mutual; .
| that some eﬁ‘orttilzf:h E communication process also reinforces the ide.
interviewee is will St be expended to create 3 climate in which tha
Willing to communicate. Even in boss-subordinate int .
inter-

9]. Reusch, et al., Non-Verbal Communication (Berkeley: University of California Press,

terS based on ﬂ]e COOpelatIOH Of the Sub()l dlllate-
2"T T vimry s . v ll . ; 1954 P 4.
g
* wo uag CC““”u”lcath“ s géne a y Mmore e_}féthe t an,01l£ ;lbay‘ )
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Bot:ai sound reasonable to you?
* 18uess s0. Maybe I should t
ol Ty some one-dimens;

SUPESR st g(:{t. a ’Ifzel for the effect of material properﬁess;;nt?llep: Oblle .
s n(;t o j;rt&;%ui;l be tf}ilne. In fact, it is a good idea so (Ie(s)?lgt:s
Teadiae d om the main question and from making the

BOB: D ink i

0 you think it would be g good idea to take g trip to ACME

Corp. and find out h
ow th ;
that I can see coming up? ¢y are handling some of the difficulties

SUPER VISOR. If yOU. 1ee] that WOu]d be belleficl 3 €n do lt, Ut lt
Should be t]llS Week or ne, wee i e te i 0 erne
. ol

next Week_
SUPERVISOR: That's ”
) ght. You can’t .
models get started until th .
e oo Z(l;e Zeady, but they should be finished next Weel(: I;“:fequzl
. You set up and waiting rather thag starting afir ou
you get
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following questions, you will get an insight into some of the limitations
that you can place upon feedback.

About what are you willing to receive feedback?

From whom will you receive it?
Is everybody from whom you will receive feedback equal?

Under what conditions or when will you receive it?
Are positive and negative feedback equally welcome?

Interviews occur for a purpose, and they focus on certain kinds of
information. Que of the characteristics-of being agood interviewer:is-tire
ability-to Tomtiol. the-intéraetion-sothat the purpose of the interviéw is
@citzedd. This means that not all comments or responses are relevant.
Therefore, you may need to set limits on the kind' of response that is
appropriate.

Thedepreesofcantrol-mecessaFy=if 4l ihterview,vaties widely» Oite

impertant-factor inyolves:th&.amotihtof fdthority. y5u have overthe inter-
giewee. In certain medical, research, and business interviews control may
be quite easy to maintain and quite necessary; in journalistic and informa-
tion getting interviews, where the interviewee does not necessarily have
to cooperate with you, control may be almost impossible to maintain. The
necessity of control is illustrated by the report of an orthopedic surgeon.
While there are many patients who are somewhat timid with doctors,
others like to talk about a number of things unrelated to their immediate
illness. The surgeon found herself getting into all kinds of time pressures
because the interviews were becoming too lengthy. Therefore, she de-
cided to cut her interview times in half in order to see all her patients. In
her explanation, the surgeon said that she wanted to empathize and to
have a good relationship with her patients, but the interview time “just
was not a social hour.” Consequently, she became very directive in the
interviews and in weeding out irrelevant subject matter.
BineeTeedback:is an-imperfant diffi&iision” 5f an iiterview, you will"
nexttormake.avery-cotiscious; concérted-&ffort o obtain TtiFit is not™
cxottmveered. The following suggestions aré-usefil techhiques to genérate
feedback: (1)-askefort; (2) listen whenitisgiven; (3) aiil p&ople-to expecty
Yotwto.be receptiverard (4) keeprazclinmte thit alléws feedback.
3ezEurh..communicatorzreeds.aa=halance uf sefiding ‘and receiving
«kill? Often when people think of communication in terms of sending and
receiving, they think of one person as the sender and the other person as
the receiver. This is unfortunate because one person is then designated as
the talker and the other is designated as the listener. This is particularly
dangerous in a working situation because it is common practice for a
manager to be identified as the sender or supplier of information and a
subordinate to be characterized as the listener.
If you believe in thgmutuality-of communication and-li€ irhpoftarrce
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purposes
Mmotivations purposes
attitudes motivations
perceptions attitudes
€xpectations Messages pPerceptions
thinking patterns expectations
knowledge thinking patterns
skills knowledge

! skills
Figure 1.3 Communication filters.

offezdback, :and
»*and-that people .are both
stiould 'a‘é}f'%'fﬁgt':co fii .both senders and receivess,. th
) diiin -~ thenr ydu
Skillss Obviously, ators need ad

s . w,"communication becomes easier.
auses of COmmunicatioyrs problens. isthnt

oy ople.to : rselves instead of bein i
peonis ezy 'lf)nﬁ)ll be different. in. some important wa . mVI‘]’Zd s e o et
D Pie to be like us, we often take shortcuts or mY]S(- N
! h:; Ie-O'l:lt to be erroneous and inefficient &
HgE youtF begin tg:axna .
Shalle fh agi;? l())eglrIlfto. expe—ft people to be diffexent fromzyourself.
c]aﬁf)‘,':y‘"éu?-bwﬁ-y ut —yqu expect Hifferences,- V8 will seek‘Z’W ot
Al Poifit of view:and You will also realize-the 1 , zf_}’s“m
F' nﬁg’-what‘th@ﬁthenpﬁrmn’s -=understanding is S mecessity®f
hally, some of the factors o hi '
o Ty, s n which people may be alike i
e ed :f Ifgtg;ri rl s Cirfeemte}almber hthat each one of these facto: g;)fz:(::st
n throy hich ’
o tind . gh which a person’s messa
gh which another person’s messages are 1'11terpretedg egea\f:r:;le n;
. o

expect
assumptions that

» it iszenr, Pwrpose g,

-
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these factors exert a major influence on the interview and will be treated

more thoroughly in Chapter 2.

G Effectivevesy ismmnsuret-in Yerms ofa=numherzof-differemt
@BEISTLks. If you examine our definition, you will discover that it de-

scribes what happens in an interview very generally but never gives any
explicit criteria for judging whether or not the interview is successful.
How is effectiveness measured? We have asked hundreds of interviewers
how they know when their interviews have been effective, and their
answers are quite revealing.

By far, the most frequent answer to this question is “when I get the
results I want” or “when I achieve my purpose.” This is one of the most
important points we want to make: you should judge your effectiveness in
terms of the results. This implies, of course, that you are able to identify
exactly what your purposes are. Unfortunately, it is easy to go into an
interview with only the vaguest notion of what you are trying to do. The
professional interviewer automatically identifies a purpose.

Sometimes, interviewers judge effectiveness in terms of the tech-
niques that they have used. We feel less strongly that this should be so. Of
course, the learner needs to focus on techniques, as well as to learn how
to avoid leading questions, to structure the interview, and to have an
impact upon the interviewee. Success does not come just from avoiding
technical problems, however. It is possible, for example, for an inter-
viewer to lose control of an interview or to have a tense period with the
interviewee and still have an effective interview if the interviewer over-
comes the problems and achieves his or her purposes. Therefore, we
emphasize that success is not judged by the absence of problems; every
interviewer may face unexpected reactions or interpretations that create
real problems. The professional will not be overcome by the problem, but
will quickly adapt to work through them.

kn-judging effectiveressy-theititerviewer needsta kegp-atine frame
ipmind=Ever=Communitation-interactiomean hezexamined irrterneof its
@mmediateimpactoritsiong Fafgeimpact. Consider the sales representa-
tive who has dozens of interviews with a potential client over a six-month
period and never makes a sale and then at the end of the six months walks
in and receives a large order. When did this sales representative suddenly
become effective? Ultimately he was not effective until the deal was
closed. At the same time, the sale probably was not culminated in one day
either. Everything that happened in the previous interviews influenced
the final outcome. Since a number of interviews that we will consider
involve long-term relationships, that is, job performance reviews, coun-
seling, discipline, journalistic reports, and press conferences, it is useful
to assess effectiveness in terms of long-term implications as well as short-

term implications.
Any interview is made up of two important dimensions that can be
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tance of validity that makes interviewers feel the need for improving their
roles as interviewers.

Somewhat akin to validity is the concept ofaelinhilifif as a factor in
judging effectiveness. Reliability is the extent to which you would get the
same results if you or another interviewer were to conduct a similar
interview with the same individual. If two people interview the same
person on the same topic and do not get consistent information, some-
thing is wrong, and the results of both interviews would be questioned.
Again, the discrepancies may occur because of a willful change by the
interviewee or because of some inconsistency or inadequacy on the part of
the interviewer.

For example, Herbert Hyman reported a number of studies that
question the reliability of the data.” In one study white and black inter-
viewers surveyed a sample of blacks and obtained different information.
The black interviewers reported more resentment about discrimination
than did the whites. Why? We cannot be certain. Were the blacks pur-
posely withholding information, or were the whites just perceptually
blinded or biased? We do not know. The fact that the two groups differed,

however, calls into question the reliability of the data. There are many
studies like Hyman’s. Similarly, when two recruiters have widely dif-
ferent estimates of the same candidate, the reliability is low. Since the
interviewee’s answers cannot be controlled entirely, the emphasis in this
book is upon those things that you can do to make your interviews as

reliable as possible.

THIS CHAPTER IN PERSPECTIVE

The purpose for any beginning chapter is to provide a general orientation
to a book. In this chapter several key ideas have been set out as the
foundation on which the rest of the book will be based.

First, an interview cannot be reduced to a formula. People just are
not predictable. At best, you can learn a variety of strategies and tech-
niques that can be used. It is up to you to analyze a situation and to decide
what strategy and technique are most appropriate.

Second, your ability to analyze an interview while participating in it
is perhaps the greatest and most fundamental skill that you can develop.
The discussions that follow are designed to make you aware of the rela-
tionship as well as the content factors in an interview. These two are so
interwoven that you cannot separate them easily.

Third, the interview is a special form of communication. There are,
of course, many books that have been written trying to explain this pro-

"Herbert Hyman et al., Interviewing for Social Research (Chicago: University of Chicago
Press, 1954).
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PROJECTS

1. Feedback is one of the most important concepts in this chapter. Think of
your own experiences, What are some of the ways in which you have been

successful in getting other people to give you feedback? What are some of the
reasons why you were reluctant‘to give feedback to othersp In those cases in which

¢ anything that the other person

5. Think of a specifi

c
transcript of an interview. Describe the way in which the
is related to the relationship jtself,

6. To what extent are you a filter of communication?

hapter 2
gompmunication Influences

on the Interviewer and the
Interviewee

. : messages

f the main points of Chapter 1 is that 1nterv1e.wers ﬁl::zeiiltions agnd

fl)lzf ?:om: to them through their purposeii 'Ijllgt:(;fnsétﬁing to the infor-
: i e doi ;

i is means that interviewers ar : ! d with it. In
:;1tt1ttiude'3-1 ;I;}ICISIII:;S to them and that they are actwely’ m:fl]l\i,:h you as an
Tation iective i lore the ways in

i our objective is to exp : iously and un-
_th:S c}'lavlzrzrcar? opeiate upon that information, b?.th coor:f:':m l;g-);mamea-
consciously, In many ways ool anch ot mAtaTCes SBETSE S0 are

i tion, of. pevple,. and: of-zirc iGTT 6t the imageof
Smbnfmm"?fgliéld ﬁf«judrz:eir.;g»the:adequaoy o'fiﬁ'fé‘r'fﬁé?on :))ru t}tlo o I%l .
:m'}:lfl o1 Perhaps it would be advantageous for y strategist or

lr_g: ras_ m;aasurer before we examine yf)ur role e;s] baer of stratogic
you:r r;)l er of the interview. By doing so there will l;le y n: s in which you
(c:lon‘ e that you might make to account for the w. )'Iew

. . 3 1 .
il roes e it e i
s ific influences upon<youthat w inkitie. Sitterns 157 1o
mm:(e-spzéfxﬁf’é;f;om  (3)-perceptions; (4):thinkitig Patterns, {5)
JTN 3
~ 8rmemQry

QuagesxpRtise;. (6).bixs, J7) attitodes;zmdx(
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interl\;ieW' Iy important implications for an
LSt dinterview; ;
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trends, you can use them in tailoring an interview to the interviewee’s

particular needs and interests. The following:list identifies.some.of,the

mautbaSEReedsthutvarivus-threoriststhavdidentified ZThey-exiskin-many-

diffgzent=degreesszmd nat-exeryonmewill-haveallof threnr=Furthermore,

puigpities=chanipesover time.

1. physiological needs—to have enough air, food; to possess healthy
body functions

2. social needs—to be around other people; to be included in their
activities

3. ego needs—to feel good about oneself; self-respect; self-

confidence
4. security-—to be free from want or fear; to avoid unpleasantness or

danger
5. achievement—to make progress; to attain goals
6. affection—to love and to be loved
7. control/power—to influence one’s own surroundings
8. dependency—to have others make decisions for oneself
9. individualism—to be different; perhaps to work alone
10. status—to have respect from others; to attain position; to be im-
portant; to be recognized
11. growth—to be stimulated and challenged
12. altruism—to be helpful to others without personal benefit
3. economic—to have money; to be in a healthy financial state
4. health—to be absent of disease
&s an_interviewer, -detection. of theneedsTEglevamttoa pagticular
inghigidual-isfrelphil-in sevéral Ways ™ First,-you.can™appeal 16 Felévant
ageds-to get-the persnirta padticipate in. the interview: Youzmay-havesto
Basseme-peopleforamintsmiew:somewill-grant-you-an-imeriewtuget
sublicityzotirersandll enjoy-talking to yourramd still-othersswillsgrant an
minderview in.ordes-to trytocontrokitire flow-of infermation abbutastopi® or
aEmtion=Itisuseful todetsct the-differsiices vo-that you'can dppeal to
dhedifferéntindividuals.
Secord, syonzranstailorzwlmt . §ouw Say-ih e Intérview-to- the~intel
uipwee sheedsFor example;f yourare-4Fying o get someone to accept
an idea, show how it is related to that person’s individual needs. Con-
versely, when interviewees resist an idea, it may be because they can see
no concrete relationship between the idea and their needs. Probe until
you are able to establish such a link. .
Perhaps one of the best ways of showing how motivation can be
applied is to use examples from two different theories. William Schutz has
developed a means of analyzing people’s basic interpersonal orientations.!

'William C. Schutz, The Interpersonal Underworld (Palo Alto: Science and Behavior Books,
Inc., 1966).
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Expressed: | make efforts to include other people in my activities and to get
them to include me in theirs. | try to belong, to join social groups, to be with

+ Wanted: | want other people to include me in their activities and to invite me
to belong, even if | do not make an effort to be included.

: Expressed: | make efforts to become close to people. | express friendly and
" affectionate feelings and try to be personal and intimate.
Wanted: | want others to express friendly and affectionate feelings toward
me and to try to become close to me.
' .CONTROL
Expressed: 1 try to exert control and influence over things. | take charge of
things and tell other people what to do.
Wanted: | want other people to control and influence me. | want other people
to tell me what to do.

Figure 2.1 Names and definitions for Schutz scales.

you can analyze the interaction in these terms and then increase your own
flexibility in order to adapt to the basic orientations of the other person.

- For example, if you know that the interviewee is high on inclusion, you
may spend time socializing or talking about his or her importance to the
“team.” If you know that the person is a loner, who works better alone
and resists being included in a lot of activities, you might curtail the

- socializing and emphasize the importance of the interviewee as an indi-
vidual. If you know that the interviewee has high control needs, you may

- permit him or her to take a greater role in the interview; if he or she is low
on control, then you may not push very hard for participation. If the
person has high affection needs, then you can fill these by making the
person feel very appreciated.

David-MtClelland ioffexs a secondway .of lgoking-at.motivation o He
identifiesalité& basicTieeds.that peoplechavers(traffiiation,-(2) power, and
@rachievenrefit.2

Affiliation is similar to inclusion in Schutz’s theory. The person who is
high in it will tend to define most situations as social situations. Conse-
quently, in attempting to satisfy this person’s needs in the interview, you
will need to demonstrate a concern for the personal relationship between
the two of you as well as the interviewee’s relationship with others in the
family as well as at work. With this type of person you should constantly
stress the person’s affiliative contribution toward the work effort, be

2David McClelland, Motivational Management (The Forum Corporation of North America,
1976).
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Figure 2.4 (Source: E. G. Boring, 1930 from Richard J. Gregory, The
Intelligent Eye (New York: McGraw-Hill Book Company, 1970). Used with
permission from the McGraw-Hill Book Company.

that make up a picture. Before you read further, identify what the picture
looks like to you. When people see it for the first time, they perceive the
lines as a woman. However, there is a great difference in their percep-
tions. Some see an old woman or a witch; others see a glamorous young
woman dressed in stylish clothes. Which is it? Well, if you look closely, it
can be either, depending on how you structure the lines. For most of us,
it is difficult to keep changing our focus from an old woman to a young
woman. This illustrates how difficult it is to change our perceptions after
we have defined a situation. Note that the stimulus in this case is the
pattern of the lines, but people organize them differently, so they actually
see different pictures. This is an interpersonal perceptual problem. If we
do this with pictures, how much more likely are we to do the same thing
with verbal messages, where we have even greater latitude of interpreta-
tion? It has been demonstrated, for example, that the same answers on a
test may be evaluated differently by different professors and that recruit-
ers who hear the same interview will judge the person differently. In both
instances, their measurements differ because their perceptions differ.
Why do we select, organize, and interpret communications as we do?
There is no easy explanation to this, but it is a good question for each one
of you to raise. Consequently, some of the most general influences are

explored in the following pages.
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communicate, but invariably their perspectives differ. A manager almost
always has a more general perspective than the subordinate. For exam-
ple, the subordinate may be basically concerned about the immediate
work environment, but the manager may need to be concerned about
coordinating several work units. In this sense they are operating in dif-

ferent environments.

nul-states also ipfluence pefcepﬁon‘st‘%e- degree-oF-emetional
ROl ent-is-a-pewerfulinfloermce. Keay <o Sxamiple,sometinres makes
a person see things temporarily in shadows that are not really there.
Anger or rage keeps a person from seeing things objectively. Apathy
keeps a person from paying attention.
Mentak-sets-infliidnce-perception-becaiisé -they- Allow for-oly. one
intespretatiom despite therevidence. These sets seem to be rigid or frozen
interpretations. Sometimes the set can be general, such as always looking
at things through “rose-colored glasses.” At other times it can be very
specific. The following example demonstrates a number of things about
communication, but one of the most important things it demonstrates is
the mental set of the manager. It has a blinding impact on the manager,
and he was not open to other interpretations. Furthermore, it shows that
sets have great longevity. In this case it took several days to woo the
manager out of his interpretation.

A new laboratory manager was assigned to head the systems engineering
laboratory. A senior systems engineer, who had known the new manager
only three months, wanted to impress him. Therefore, she went into the
manager's office and said, “I have some time, since the job I have does not
occupy me full time, and I could help you with some new assignments.”

The manager answered, “Oh, you have nothing to do?”

The senior systems engineer hastily replied, “Yes, I do, but it doesn’t

occupy me full time.” .
The manager then asked, “What are you charging your time to if you have

nothing to do?”
At this point, the senior systems engineer lost her temper, and an angry

interaction occurred.

This example demonstrates quite clearly that the message sent was
not necessarily the message received. Apparently, the culprit in this case
is a mental set. Once the laboratory manager had defined the offer of help
as “nothing to do,” there was almost nothing that anyone could do to

change his definition.

THINKING PATTERNS

There do seem to be consistent thinking patterns that evolve in each of us,
and they affect the way we communicate. Some people, for example,
handle concrete relationships very well but have difficulty with very
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On the first day of my new position in California, I called my assistant in to
discuss several ideas that I had regarding changes in procedures, reports,
and programs. It seemed that each time I would propose something, her
response was, “That can’t be done.” Sometimes, she would say, “We tried
that before, and it won’t work.” My reaction to this was to reply, “Nothing is
impossible; it only takes a bit longer.” I was very emphatic, and the inter-
view ended on a somewhat emotional level. The next day my supervisor
called me in to state that my assistant’s husband had called him to inform him
that he did not appreciate “the new tornado in the office” giving his wife “a

hard time.”

We can see from this example just how emotional resistance can become.
To a certain extent, perhaps all of us have some resistance to new
ideas. Furthermore, an idea is not necessarily good because it is new. On
the other hand, communication thrives on mutual exploration of ideas.
Ultimately, you may reject an idea, but it is useful from a communication
point of view to at least listen to what the other person wishes to say. In
other words, openness as a thinking pattern facilitates interpersonal

communication.

LANGUAGE EXPERTISE

Language problems are the ones encountered most frequently in inter-
views. The two people involved use a common language, but the mean-
ings associated with that language are often quite different. Examples like

the following are legion.

During a budget meeting with my supervisor and district managers, the
supervisor outlined a zero-based budget format to be used by both the
operating and staff functions. This format was discussed by all parties, and it
was agreed that we would follow the method. There were ten individuals at
this meeting who would carry this information back to their offices and

implement the system.
The first budget was submitted, and no two of the budget formats were the

same. My own budget did meet the supervisor's expectations, but only
because my job location was next to his and I could ask him questions.

This example highlights the fact that people often bypass each other with
their messages and also that feedback can be very beneficial.

In order to overcome some of the problems with language we need to
make several important points. We will start with the following principle:

[ Message # Meaning |

1. Discriminate between message and meaning; they are not the
same even though the words are sometimes used interchangeably. There
is always something physical about the message, for example, type on a
Page or air waves. These exist outside the body and can be sent from place

to place.
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casually mentioned this to my boss, he hit the roof and reprimanded me
for ignoring his specific instructions. He concluded by saying that he
meant what he said. I had been misled by the mood in which he gave the
instructions.”

Such problems as just described happen more frequently than we
care to admit. Therefore, you can make progress if you come to expect
differences in interpretations, just as you should come to expect dif-

ferences in perceptions.

BIAS

No discussion of communication filtering in an interview would be com-
plete without a discussion of bias, because it certainly shapes how people
react to messages and how people measure information and other people.
Kahn and Cannell define bias as “any unplanned or unwanted influence in
the interview.” Generally, bias can be described as having a systematic
influence on the communicators. It can stem from fixed attitudes, mental
sets for perceiving the world, expectations, motivations, reactions to cer-
tain language, or certain patterns of making inferences. It is important
that you differentiate between bias and judgment because some would
claim that anytime you make up your mind you are biased. Remember
that judgment involves a critical examination of something; bias is an
unwanted, systematic error that leads to dysfunctional interviewing be-
havior.

Kahn and Cannell offer the following model of bias in Figure 2.5. The
background characteristics of both the interviewer and the respondent are
important because they affect the general filtering system of the com-
municators; they determine how a person learns to filter. The psychologi-
cal factors are important because they are the mediating patterns that
determine behavior. Finally, the behavioral factors are important because
they determine the actual content and relationships within the interview.
Much of the remainder of this book will focus on ways of overcoming some
of the errors in behavior.

The greatest means of alleviafing bias is to be aware of how it might
occur,

What does the interviewer require in order to function effectively and with-
out bias? We have answered this question by saying that he requires tech-
niques for question formulation, for inducing respondent motivation, and for
focusing the communication on the content objectives of the interview. We
believe, however, that the interviewer needs also a deep understanding and
insight into the dynamics of the interaction process of which he is a part. The

SRobert 1. Kahn and Charles F. Cannell, Dynamics of Interviewing (New York: John Wiley
& Sons, Inc., 1963), p. 176.
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some people whom you like and others whom you dislike, and your attitude
determines to a great extent how much time and energy you are willing to
expend on the interview. You tend to devote more time and energy to
those about whom you have a favorable attitude. Sometimes it also de-
termines how much you say in the interview. In order to demonstrate the
working of attitudes, we asked many managers if they ever had to com-
municate with someone when they hoped that the other person would
fail. Generally, they were reluctant at first to admit it, but most of them
recount experiences where this was true. Then we asked how this attitude
shaped their behavior, and they listed such things as cutting the com-
munication short, leaving important details out, not listening to the per-
son, or not being patient. But when attitudes were favorable, they would
go to extraordinary lengths to make certain that the messages were un-
derstood, and they also devoted more time to the communication.

From a receiving point of view, you may need to recognize that the
interviewee’s attitude toward you may inhibit communication. People
have difficulty accepting ideas from someone whom they dislike, distrust,
or oppose. Sometimes in a work situation you may need to ask yourself
whether or not you are the best person to conduct an interview with the
interviewee. You may not be (in terms of securing acceptance of the
message). In such cases, if there is a legitimate alternative, use it.

Segorid=attitudes«toward. theznressage-influenceryonr.behavior.
When you like or support the content of a message, you may demonstrate
this enthusiasm in expressing the message. When you dislike or do not
support the message, you are likely to pass the buck or show by your
behavior that you do not believe it. Some people even invite the other
person not to believe the message with an attitude of “I don’t want to tell
you this, but. . . .”

Similarly, it works the same way for an interviewee. The interviewee
will accept some messages and reject others because of his or her attitudes
toward the content. This is why criticism is often so difficult to take. If you
are planning an information giving interview, one of the best things you
can consider is, “How will the interviewee feel toward this message?”
Your answer to this question may dictate the strategies you will choose to
complete the interview successfully.

Thirds.attitudes toward - personal,. free~to-f468 .comrmunication’ aFé<a

wfeter. Some people enjoy oral communication, but others would much
prefer impersonal writing. It is our hope that your experiences with this
book will enable you to enter into these interviews with confidence and
with positive attitudes. Your interviewees, however, may still be nervous.
Recognizing this will help you to do things within the interview that may
make them appreciate the experience more.

Kinally, attitydetoward:selfis aVery great filtef iff tomTiuMication .kt
shape_s.g lot-ef camnranticationbehavior. When you are confident, it shows
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you want to return to analyze the interaction in depth. We have also used
it in conducting focus groups because we wanted verbatim comments and

it would have been impossible to write them all down during the inter-
view. The great liability, however, for taping interviews is that it takes as
long to listen to them afterwards as it does to conduct the interview.
Therefore, it is limited by time considerations.

The final means of stirring the memory is to have a second person
interview with you. A discussion between the two of you is likely to call to
mind most of the important things, and you can test for agreement in your
assessments.

These four ways are merely options that you have, and you will need
to determine which works best for you. In order to make this choice,
however, you may wish to experiment with something other than the

method you have been using. On the other hand, if your current method

works well for you, stick with it.

THIS CHAPTER IN PERSPECTIVE

Whenever you receive information, you are not merely a passive recipi-
ent. On the contrary, you are very active in sorting out, arranging, or-
ganizing, and interpreting what you hear. For this reason, people operate
as communication filters; that is, they keep some things out and let other
things in. In this chapter eight aspects of your filtering have been iden-

tified and discussed:

purposes
motivations
perceptions
thinking patterns
language expertise
bias
attitudes
memory
Obviously, there are other factors that influence your communication
behavior, but these are ones that have the greatest impact. In discussing
each of these factors, we have found it impossible to apply them in all the
different ways that they can be applied to the various types of interviews.
Instead, we have made you aware of them so that you can be aware of how
they influence you.

Finally, these eight factors play a major role in your interpreting and
measuring information. They explain what you do with information when
you receive it. Therefore, they need to be taken into account as you plan
your strategies and control your specific interviews. Then you will be in a
better position to judge your own filtering behaviors and modify, or com-
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Pensate for, them whenever necessary, When you contro] 4y, interview,
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:iga;( f)setter master of the situation. of strategy that can be used in
1, there are six broad areas in detail in this chapter, and
In general, The first three are covered in de
most interviews.

g . 4
the last three are discussed in detail in Chapter

. . » 1 A
L. State your purpose(s) as explicitly as possible
2: emtty e e ch to raising questions and formulate some
a
3. Identify the best appro

tentative questions. .
4. Structure the interv1e.w.
5. Plan the physical setting.
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STATING YOUR PURPOSE
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-he could talk with other supervisors, read some professional literature,

and also review her or his own hunches as to why people are absent.
Experience has shown that just asking someone “Why have you been

-absent?” may not get reliable information. The manager who has done

some homework is in a much better position, because the manager knows

.several reasons why people tend to be absent and can probe every one if
-mecessary. Similarly, the professional journalist will be so thoroughly

grounded in a topic that she or he often will know as much about it as the
person being interviewed. In other words, well-prepared agendas can
yield excellent interviews.

- At the same time, however, agquasrnﬁed«not'be:s,e,t,,-irmgncret?.
Bagratebe-modified. A comnToTEPTIEH TSt BT tifp certainztapics.to™
bhemBreRd-but-haveng.preference as.to order. We have done this with
focused groups and attitude surveys. Nonetheless, you ought to assess the
priority for each type of topic so that you can make certain that the ones
-you have given the highest priority will certainly be covered.

RAISING QUESTIONS

Questions are basic to most interviews, whether you are conducting a
survey, selecting an employee, evaluating a.worker, making a sale, or
collecting information for a newspaper story. Consequently, theabiliegsto-
usepestionsgffeltivelysis.akey communicatiorsskilkyoursshouldznlfivate
comstertly.
‘Thege. is-a-gr gat difference between (1) megrely.asking questions and
' (m}dmmmmkimwweeﬁvéwﬁybody can ask questions;
it is an easy activity. Unfortunately, the problem with many questions is
that they often elicit answers that cannot be used because the questioning
techniques are not very refined. The following discussion highlights some
of the subtle considerations that can make a real difference in the way
Questions are asked. Basically, the criteria for evaluating questioning
techniques are three: (1) How does it affect the respondent emotionally
and psychologically? (2) How does it affect your relationship? (3) Does it
give you the kind of response for which you are looking?
LeDecide-viizthe response-you want;then frame the questior. Some
People often put the cart before the horse. They frame a question that
they like and do not consider the kind of response it might bring. Re-
member that the primary reason for asking a question is to get a response
that is usable to you in some way. This thought should underlie all other
decisions you will make concerning asking questions.
2eplanspreliminary questions~to" cover the” entire range of ‘our
0 many interviewers this seems obvious. For example, such
careful planning is standard operating procedure for any survey research.
Planning also can be useful in preparation for any interview, and it ac-
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interview, you might ask, “Would you describe how you personally con-
duct exit interviews? By exit interview, I'm referring to the final interview
you have with employees who have decided to leave the organization
voluntarily.” Make it a practice to define key terms.

b. Be sensitive to the possibility that you might inadvertently load a
question in favor of a particular response by using highly evaluative
words. Students often raise the following question with their professors:
“Am I going to miss anything important by being absent tomorrow?”
There are certainly better ways of asking this question so that a teacher
will think that what he or she is presenting on any given day will be
important. Similarly, the researcher would be tilting the scale if he or she
asked someone how they felt about foreigners taking over so many Ameri-
can banks. “Taking over” is not a neutral concept. In the same way a
manager would not be wise in asking a subordinate, “How is the depart-
ment reacting to the radical new demands by the union?” or “What have
been the employees’ reactions to the burdensome increase in social secu-
rity taxes?” since the inadvertent use of the word “radical” or “burden-
some” is likely to influence the answers.

c. When consistency or tabulation is important, you should ask each
interviewee the same questions in the same way. In other words, be
careful about paraphrasing. It might be a good communication strategy to
adapt to the receiver most of the time, but here is an exception.
Whenever you begin to paraphrase or change the words, the actual con-
tent of the question may be changed. Therefore, different interviewees
would not be answering identical questions. It is not often that such rigor
must be used, but it will be important anytime that answers are to be
tabulated or compared.

d. The wording of the question also dictates the subjectivity of re-
sponse that you are going to get. There are three questions listed below
that at first glance may appear to be asking for the same information. See
if you can pick out the subtle differences.

1. What does your co-worker do that upsets you?
2. What is it about your co-worker that you do not like?
3. What causes the friction between you and your co-worker?

We are not asking you to suggest which of these questions is best but
to point out two areas of difference. First, there is a difference in how
much of the relationship is included. Questions 1 and 2 seem to point to
the co-worker as the cause of the problem, whereas Question 3 includes
both “you and your co-worker” in the problem. Second, there is a subtle
difference in the kind of information requested in Questions 1 and 2.
Question 1 is asking for concrete, verifiable behaviors. If the respondent
says, “She’s the most offensive person I've ever known,” he has not
answered the question because he has not related how the co-worker
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Did you find the training helpful ir? yo:r job?
Did you report this to your supervisor?

Are you applying for other JObS?p

Do you mind working weekends!

d. Open;questio%‘“ék'é‘iﬁ-dﬂﬁ‘culttb VETHy Tesult
Qne:interviewersisirssd: Different inite ErVIEWsFs aysi
with somewhat differen

t emphasis.
e.dntefvié’ﬁv'é'é?‘ﬁfté‘fx‘*a“?é‘ﬂﬁé‘é’rtain as-to-howmactedetailiswanted,
Consequenti}’)—,—-t}ré”y feelinhibited” HBGuTéo'v'e'ﬁﬁ"g"r'n'ubh"’fé??ft&fﬂ
Closed‘quest’ibn&,—*iﬂ‘d‘b‘ntf’ﬁ's't to 6p'éﬁ“('ju‘é'sﬁ6ﬂ§~,"‘are'my $peéeific.and
freque—‘nﬂyﬁrest‘ﬁelﬁ"theﬁbptions" a

three. typeswof losedmquestio
form of a closed question is
academic tests, public-opinion surveys, and application forms. In this
type of question, all the alternatives are list

ed, and the interviewee sim-
ply checks one. Severa] examples follow.

How much do you earn 4 year?

Of which party are you a member?
——  $5,000

Republican
———— $5,000—-10,000 Democrat
$10,001-20,000 Independent
$20,001 —30,000 American
$30,000 + Prohibition
——— Socialist
Other

How satisfied are you in your job?

Satisfied ] 2 3 4 5 _ Dissatisfied
If you voted “no” on the recen

t bond issue for X, which of the follow-
ing influenced your vote?

X is not a high priority with me.

—— I did not like the specific proposal.

——— I was influenced by the newspaper reports.
———— There has got to be a stop somewhere.
———— I do not trust the people associated with X,

Other .
-_—

Seéeond, there ape-many closed questions that.can, be.sbate'g'i'm'”i‘ed@§
bjpg{qgaﬂlgt Is, :twe: optionis_are Built intovthe questivn™itsalf< The Most
common form of this type of question is the Yes-No option. Examples are
given below.

Did you vote in the last election?
Did you take the medicine just as prescribed?
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Where did you go to college?
o
How old are your N
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How long have you been in Jol ,
When di%l you have your prescription changeg. w5
How often do you listen to a radio news broadcastr
When did the conflict first begin? o
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all, they may not be certain that the dean will not hear of their response.
If any nervousness is detected, you may choose to ask, “How would most
people here evaluate the dean as a communicator?” The assumption is
that individuals will still tend to answer the question in line with their
personal feelings, but now they can answer the question with less fear
because it is couched in terms of “most people.” Many interviewers ask an
indirect question in order to initiate the discussion and then try to turn
the focus on the interviewee’s direct response later.

b. Sometimes the information can be obtained indirectly through a
test. A bank recruiter, for example, hires a lot of tellers, and one of the
criteria useful in making selection decisions is how closely the applicant
pays attention to detail. The rationale is that a teller needs to pay very
close attention to exact numbers and decimal places. If she were to ask
candidates directly, “How good are you at paying attention to detail?”
most of the answers probably would be positive. The recruiter knows that
people can tell how they feel about doing detail work, but they may not
always know how well they do it. Consequently, the recruiter has a series
of pictures that she asks the applicants to describe. Their responses dem-
onstrate how much detail they notice. Such an indirect approach is used
by counselors, psychologists, market analysts, advertisers, and focus
groups, as well as recruiters.

c. How a person talks about a topic may be an indirect gauge of what
the person actually thinks or feels. In Chapter 5 we will note that recruit-
ers are interested in a person’s level of confidence, enthusiasm, and oral
communication skills. An analysis of actual transcripts shows that recruit-
ers seldom ask, “How enthusiastic are you?” or “How much leadership
ability do you have?” If they did, again the answers would be positive
because the interviewees want jobs and there is a certain social acceptabil-
ity associated with each of these traits. Rather, recruiters ask the inter-
viewees to talk about themselves and their experiences. The answers

actually demonstrate a level of confidence, enthusiasm, and communica-
tion skills. In such instances, this is a very useful but indirect means of
assessing important characteristics.

In conclusion, we suggest that it might be useful for you to select
some indirect means of obtaining the following information. For practice,
change the direct form to an indirect form.

1. How do you feel about your boss? (attitude survey)

2. How honest are you? (selection)

3. Why do you feel this way? (counseling)

4. What can be done about X? (public opinion survey)

5. What hinders you most in your job? (performance review)

6.dlsea-varietyof.quustions. It is amazing how frequently interview-
ers develop an apparent preference for one particular kind of question and
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learn :
devel(:; :il;gﬂli ;!tl 1; aln}ost exclusively. For example, some recruiters
priate for a teleph;nz asking Clqsed questions. While they may be appro-
interview. survey, this pattern is not useful at all for a selection
It
be useé]i:r:ifig ;iemclmstrated already that open and closed questions can
can help you obtl;li)xiJ fx:fr:)ir:rtaz;zagf? tlhig‘r- Varying the types of questions
: ere
moreI Illnger‘;a;ting an'd more fulfilling comm::rtxigfiii aeI::;i)ea;li?n::zake for 2
underusel:il Itnl% :}z:rx;ty there.ls a l?articular type of question that is often
useful bec:;use thez ypothetical situation question. They are immensely
s very spesific situs tr.lswers to them usually are less abstract and deal with
R A :ior.x. The.y are Fhe closest thing to actual job behavior
following hypoth;‘t/ie ln3 an interview. An airline, for example, asks the
pose that it 1 Chet tca situation question in selecting ticket agents: “Sup-
been working fel;;l: mﬁ; e;e and the airport is packed with people. You've
counter. All of a s :1'13 y for five hours and there is still a line at your
of the line yellin ul ?’ a woman with a small child runs up to the front
pe rformancz revg oudly that she is about to miss her plane.” In a job
supervisory Orienlte vt:’ a boss wants to discover his subordinate’s own
oy ren a l(;n :10 he asks the following question: “Suppose you
ing. A week lz}l,ter iy o{; fl‘nates to prepare a report for a particular meet-
tells you that sh . !USt he ore the meeting, this subordinate rushes in and
pared. How wou‘f djuzt asn t?’},xad time to finish the report and isn’t pre-
used in surveys to oo rleact. Hypothetical questions are also frequently
any car that you w Pfop lf' so they can make choices: “If you could afford
volls periodical ank, which one would you buy?” The Harris and Gallup
current preside):uas people to say how they would vote today if the
member of the Opp;‘s’ftzep;lrltr;’nl;tgisf:rwreehz'ctﬁon against a prominent
There i ) ay of testing public sentiment.
theso situz tlii :soisgut;rantee that how people say they would respond in
occasional use of h et}‘:’ v they would actually respond. Nevertheless,
you can obtain andypo ketlcal Questions can enrich both the information
7. Keepzhe: ug:tla e the interview a more pleasant experience.
final analysis pf oswns “ﬁeﬂant@hgpwpwgzaf the interviéid. In the
Even the initial :lp f needs to guide what you do as an interviewer.
as it might ap ea(l¥ ;S l(})]n How are you today?” may not be as irrelevant
the purpose oI; the in(t) o Physwmln or the counselor it would be central to
purpose of building r::;ce:;: ,01;111:]1;?;2’ :)othert kll;i]dhOf tnterview it fulflls
In ) : establish a relationship.
problemd:; f’;‘:vzl::l svlvtuahon, we are in the process of dealing I\):vith the
teally rolated to 1ob - We are moving toward addressing questions specif-
viewers to focusJ iﬁqulrements. Legal guidelines help in getting inter-
the legal aspect oil the relevance of the questions asked. But aside from
purpose. Ifl')t , 1L 1s fflerely goqd practice to tailor the questions to the
it accomplishes nothing else, it saves time and effort.
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is not always an easy matter to decide. For

example, a group of observers thought the question “What work does
your father do?” was irrelevant in a selection interview. Maybe what the
father actually does was irrelevant, but the observers failed to see how the
interviewer was using it. The candidate had already admitted that he had
bad no work experience and was having difficulty talking about himself.

the candidate became more

When the interviewer asked this question,
te about which he could

articulate because there was something concre
talk. So the question contributed something to the interview process.
Furthermore, the man’s answer led to some interesting follow-up ques-

‘tions regarding work related travel experiences that the interviewer prob-
ably would not have anticipated if the question had not been asked. This
be useful to the

ggample shows how an apparently irrelevant question can
fnterviewing process. Not le. In fact, there are many

Relevancy, however,

all are so valuab
arrassment

fagtances in which the irrelevancy of the question causes emb
iticized the following

-hinders the interview. For example, a nurse Cri
ice among some medical professionals. Specifically, she described

embarrassment of a shy young man when he was asked about his
ual habits. There was no apparent connection between this question
the hernia problem he was having, and the result was some needless

parrassment.

Perhaps the most useful point to be made here is that too many
rviewers develop a pat set of questions often borrowed from a list that
have seen somewhere. They grow comfortable asking them because
have asked them before and also lose sight of how they actually relate

eir purposes.

ON PROBLEMS ASSOCIATED
ASKING QUESTIONS

revious guidelines can be of immen:
Nevertheless, one of the best ways 0
focus directly on those problems. We h:
n to the following pitfalls that comm

iews,

se help in framing good ques-
f overcoming certain problems
ave found it useful to call
only occur in all kinds of

barreled Questions
parzeled qhiestion cregt,es...‘a!ébifx"rh_oﬁﬂproslé'ni- -Ip-essence,it
irmteryiswer asks fwaormarg qyestions before the inter-

—ehance o -answet the fist question.: The follawing
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In this case, neither
viewee tried to handle b
not seem to know wh,
On one part of the qu

Example B

The interviewer lumped the disadvantage
emed that the respondent was jnt, oy
answer this question sy
pletely separated in or

€ach in order to
need to be com

Example ¢
When did you first notice
you took this new Jjob? An

this feeling of de
d what have you

there is nothin
Yy even follow wel] in this

Two-in-one Questiong

Occasitnall

Y, an intervie i
tha‘tuiwn wWer will con

@pﬁq:th-bem@'qu@§um— rather-than.
Exampile

| ‘l’ ‘ {
il i
'I.‘}f‘ ‘ }’H this case is making

| ’(

question was answered fully,

oth at once, Furthermore, th
ere to go with the two answers, §
estion and never returned to the other

nect two. thi

because the inter-
€ interviewer djd
he finally focused

What
are the advantages and disadvantages of being a nurse?

with the advantages, and

erested primarily in gjv;
in,
tisfactoril s s

der to get a ful] discussion.

y. These two areas would

bression? Was it before or after
been doing to contro] it?

& wrong with any of the three ques-

sequence, However, it

gs in one yuestiop so
actaally two..

4  spite the proscription in the interviewing literature. . .
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tBipolar Questions

Bigol_ar -questions-limit-the-interviewee to-one, of:two choices:..There are
_wy:ﬁasion's' whe iF-is-entirely* dppropriatd. However,it 'iguﬂig%spd
P wRETLT 1) thereafe-in actuality-more than two-cholces av.a;\ilgb’lve_,_ S'(')“tfl:e
f iddte pround is-Hsgléctedrand(2)-it redutes the-Tswor-to an over-
S i Iﬂlﬁmﬁéﬁ" c 2

Example
Do you approve or disapprove of the new teacher contract?

If the purpose of this question is to make the interviewee give a
general reaction, this question may do just that. However, it is useful to
keep in mind that there are degrees of approval, and some people would
like some aspects of the contract but dislike other aspects of it. Further-
¥ more, there may be some who would be undecided or have no opinion
:%z yet. This closed question would not present them with these opti(_ms.
% Consequently, you must be careful about using polarized alternatives
é‘ such as agree or disagree, approve or disapprove, and yes or no. A good
f’;ﬁ rule to keep in mind is to give interviewees as many options as possible.
4% For example, “Are you a Republican or a Democrat?” is not a good
& question, because it leaves out many options that thousands of people
ﬁ “ have taken, such as the Prohibition, the Socialist, and the American
'~ parties. Furthermore, many have selected to remain independent of any
& party affiliation.

Leading Questions

uestion.becomes a Jeading question_when.it {snpl_l}:as?“@ sq,_that it js

€roTmore. tempting farthe intérgiewee taznswer.it in pne wayaather
%ﬁn ‘Erequéntly, :they elud&~explicit 6 implicit xeferences to
dgmnsWer that the. interviewer expects.

Of all the problems that we have discussed, this one is perhaps the
most universal. While we expect that competent interviewers avoid using
them, Stephan Richardson and his colleagues have found that “trained
interviewers do in fact make considerable use of leading questions, de-
.”1 Many writers
urge interviewers to avoid leading questions altogether, but we do not
take this position. We recognize that they are not very useful in securing
valid, reliable data in any information getting interview, but there are
Mmany times when an interviewer chooses deliberately to use leading
Questions in order to produce stress, to sell a product, or to get rein-
forcement for an idea. Consequently, leading questions become a serious

'Stephan Richardson, et al., Interviewing (New York: Basic Books, Inc., Publishers, 1965),
p. 184,

SP—y
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problem only when this interviewer does not know
leading the interviewee to distort responses.

It is not always easy to take a question out of the context of the
interview and identify it as leading or nonleading. Vocal inflection and
what has gone on in the interview prior to it certainly can shape the

interpretation. Nevertheless, the following are several methods by which
respondents can be led.

that he or she is in fact

IDENTIFICATION OF THE EXPECTED ANSWER
Itis easy to give the interview
should be. Consider the recr
travel. You don’t mind trave
does not, if she or h
would be: “How d

ee an idea of what the appropriate response
uiter who urged, “This job calls for a lot of
ling, do you?” Of course, the interviewee
€ wants the job. A subtler form of asking this question
o you feel about traveling in your job?”

mple occurs when questions are phrased in such a way
that an answer would contradict the interviewer. For example, a boss

might say, “Didn’t you think that Mary’s latest commercial was about the

best we’ve had?” It would be difficult to disagree with this type of ques-

tion, even among friends, and the chance that a subordinate would feel

PRIOR STATEMENTS

Often the verbal comments made just before a question is asked can
influence the way an interviewee answers.

Example

The president has recentl

Do you favor or oppose
inflation?

Yy come out in favor of deregulation of natural gas.
eliminating these controls and possibly increasing

Not only is this question a double-barreled question with loaded words
such as “inflation” thrown in, but the initial comment runs a risk of
leading the interviewee. Some people may know nothing about the gas
market but have strong feelings about the president. Therefore, they may

choose to answer on the basis of their sympathy—or lack of it—for the
president,

EMOTIONALLY LOADED WORDS
The journalist who asks, “Would you favor or op
surplus wheat to feed the starving people of

higher percentage of respondents who favor this ide:
who asks it in a far more neutral form.,

pose the sending of our
?” is likely to get a

ASSOCIATING A RESPONSE WITH A DESIRABLE GOAL
Sometimes the questioner js looking for a way to make it difficult for a
respondent to say “no” to a particular question. The association can occur
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implicit] in “You do want to get the most for your money, don’t );0151}'.;
lml‘)‘hclt I you 1d not want your child to suffer in school be.causf she
e tV;’IOS“ set of reference books.” The impor.tant point o his
s m')t h?'wih tl uestions can, in fact, sell the intervxevs{ee on. a giv n
discussmn’;‘sh' i gn extraordinary kind of control for an mter.vx(;,(v.ve(ll' o
;‘JCSPOHIS::- somltsa 1(fases an interviewer may want to exer(}::z;eﬂ:;sgeltnhon-
nte interviewers
Contro.l S](()lrilsfulllllys::hn;::gs ct;f; ,nl;(;get‘(:e:\’/(;?d any possibility of directing
est opinions;

the interviewee's responses.

THIS CHAPTER IN PERSPECTIVE

This chapter discussed three of the six strategies thatlf:ar.l be pla;x:se;i Ifl(;r
i iew: the purpose, the agenda, and the pre iminary tq stions.
By l'nterwe‘,v.h e attempted to reinforce the idea that most interv ers
Basiflazlly, Wee a;,anning than they do. Furthermore, it has b'een. sutggzjseof
ctlci):t la(r)ur:;r(:srg if often related to eﬁ'ectiveness.. While plaanx;g ;ﬁra?;ng o
. e and agenda is fairly obvious, the influence o the phrasing o
questi has not always been that obvious to people. [ ere.th , e
q::;zll?lrzly ?sélﬁll for you to spend more time experimentmgls\;naSka; i i
gquestion in different ways. You also might have son:liogfv Iela A
question in different ways in order to see how yo

affected.

PROJECTS

i i i ve seen in
1. Make a list of questions that you have heard in an u:}:ervnew orha

. i i em.

e e e i beenl;e‘g:edf. Stl::vir:\?sszn television, such as an
i i of i ‘

2. Observe several different kin O s, i a fater
i interview by Barbara , .

i hnny Carson, a news in : O A on
2:3::21 {:())mm)(;rcials. Pay particular attention to thf':? questioning t q
ers thore ways in which theY}:”ere loa:ii}?((l:tot;lf:gll:gonship between two indi-

L . .

3. How can questioning techniques
Viduals? ions? Why?
uis What is your own preference between open and closed q::;:)lz e

5‘ Take a question and practice changing it frf)m an open Ql.ler e o you.
QUCSﬁ.on Then practice making it direct and indirect. The easi

' i i interview. )
th ibility you will have in an in . _ <t of things
) Igoﬁgﬁ(xﬁlgze); when you have been an interviewee. C]Z)mpxlliczta(};‘sﬂle things

about .your interviewer’s questions that you liked. Then make a

that you did not like. ' _ te an inter-
¥- To what extent is it fair for you as an interviewer to manipu

Viewee through subtle phrasing of questions?

b ——— 5




