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PREFACE

T

his sixteenth edition of Interviewing: Principles and Practices continues to focus on the
fundamental principles applicable to all forms of interviewing and to seven specific

types while incorporating the latest in research, interpersonal communication theory, the
uses of technology and social media, the role of ethics, and EEO laws that affect employ-
ment and performance interviews. While including recent research findings and develop-
ments, the emphasis remains on developing the skills of both interviewers and interviewees.
Ten chapters address diversity (age, gender, culture) in the United States and our involve-
ment in the global village as they impact the interviews in which we take part.

A major goal was to make this edition more user-friendly by sharpening the writing

style, eliminating redundancies, making definitions and explanations more precise, and
employing different print types to emphasize critical words, terms, concepts, and prin-
ciples. Several chapters were restructured to provide clarity and more logical progressions
from point to point.

(Changes in the Sixteenth Edition

Chapter 1 includes a refined definition of interviewing by inserting the word
“collaborative” and reads “An interview is an interactional, collaborative commu-
nicative process between two parties, at least one of whom has a predetermined
and serious purpose, that includes the asking and answering of questions.” This
change emphasizes the importance of collaboration between interview parties
and enables students to see the similarities and differences of interviewing from
other types of interpersonal communication. There is a detailed discussion of
how technology is impacting the nature of interviews.

Chapter 2 includes an expanded treatment of the importance of self-disclosure in
interviews and how self-disclosure impacts and is impacted by levels of commu-
nication, trust, self-esteem, and self-worth. Discussion of the nature and roles of
verbal and nonverbal communication are expanded along with how our increas-
ingly diverse society and interactions in the global village are affecting our use

of each.

Chapter 3 includes clearer explanations and illustrations of question types, the
uses of questions as the tools of the trade, and a refined treatment of common
question pitfalls that make it more difficult to perform interview tasks efficiently
and effectively.

Chapter 4 includes expanded explanations of interview guides and schedules,
question sequences, rapport and orientation in openings, types of openings and
closings, and the importance of making openings and closings dialogues rather
than monologues.
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Chapter 5 is divided into two parts. Part 1 focuses on the information gathering
interview and includes refined discussions of planning and structuring interviews,
selecting interviewees, handling difficult interviewees and situations, conducting
interviews, and taking part as the interviewee. Part 2 focuses on the deceptively
difficult task of giving information in ways that will enable the interviewee to
recall it accurately and completely over a period of time. It discusses how the
interviewer can avoid overloading the interviewee with information, enhance
verbal and nonverbal presentation, and to aid in recall of information. It also
focuses on how the interviewee can prepare for the interview and improve listen-
ing skills to improve recall of important information.

Chapter 6 includes refined discussions of qualitative and quantitative surveys,
sampling techniques, incentives designed to increase participation, advantages
and disadvantages of face-to-face (personal) interviews, and the telephone survey.
Several factors receive expanded treatment, including the importance of time in
surveys, the goal of conducting identical interviews over and over, and defining
the target population for the survey.

Chapter 7 includes revised and expanded discussions of searching for new talent
(internships, career and job fairs, kiosks, and Web sites), reviewing EEO laws,
understanding and adapting to the unique characteristics of the millennial genera-
tion, reviewing applicant materials prior to the interview, structuring interviews,
asking on-the-job questions, and closing the interview effectively.

Chapter 8 includes expanded treatment of developing and incorporating a per-
sonal brand; researching the field, positions and locations, organizations, current
events, and the interview process; networking; using social media; creating appro-
priate resumes, curriculum vitae (CV), cover letters, and portfolios; replying to
lawful and unlawful questions; and asking questions.

Chapter 9 includes emphasis on conducting the performance review interview as
a coaching opportunity, conforming to EEO laws, selecting an appropriate review
model, establishing a relaxed and supportive climate, orienting the employee, and
avoiding a “gunnysacking” approach in the performance problem interview in
which the interviewer stores up grievances and then dumps them on an employee
all at once. It identifies personal biases that may result in errors that affect
employers’ interactions with employees and influence their evaluation following
performance review interviews. Errors include the halo effect, pitchfork, central
tendency, length of service, loose rater, tight rater, and competitive rater.

Chapter 10 includes new and revised materials on ethics and persuasion, the
criteria essential for successful persuasive interviews, how to establish substantial
similarity with the interviewee, the use of questions in persuasive interviews, how
to anticipate and respond to objections, and how to be an active and critical inter-
viewee.

Chapter 11 includes revised treatments of the nature of the counseling inter-
view; the role of lay counselors who are similar to counselees and open, caring,
and good listeners; a code of ethics for the counseling interview; trust as the
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cornerstone of the counseling relationship; respect for and understanding of the
interviewee’s capabilities of making sound choices and decisions; the necessity to
be culturally aware in today’s global village; and maintaining relational boundaries.

» Chapter 12 includes emphasis on the roles we all play in health care interviews,
the critical importance of relationship between health care provider and patient,
the sharing control during the interview, the influences of culture and gender
in health care interactions, ways to lessen the negative impact of long waiting
periods, opening questions, reasons for patient resistance to disclosure during
interviews, ways to lessen the loss of information during and after interviews, how
collaboration can promote self-persuasion, compliance with recommendations,
and closing interviews.

(Chapter Pedagogy

Review questions at the end of each chapter are designed to help students recall and
understand principles as they prepare for interviews and examinations. Student activities
at the end of each chapter provide ideas for in- and out-of-class exercises, experiences, and
information gathering. We have made many of these less complex and time-consuming.
The readings at the end of each chapter will enable students and instructors to delve more
deeply into topics, theories, and types of interviews. The glossary provides students with
definitions of key words and concepts introduced throughout the text.

(Intended Courses

This book is designed for courses in communication, journalism, business, supervision,
education, political science, nursing, criminology, and social work. It is useful in work-
shops in various fields. This book is of value to beginning students as well as to seasoned
veterans because the principles, research, and techniques are changing rapidly in many
fields. Theory and research findings are addressed where applicable, but the primary
concern is with principles and techniques that can be translated into immediate practice
in and out of the classroom.

(Ancillary Materials

The 16th edition of Interviewing: Principles and Practices is now available online with Con-
nect, McGraw-Hill Education’s integrated assignment and assessment platform. Connect
also offers SmartBook for the new edition, which is the first adaptive reading experience

proven to improve grades and help students study more effectively. All of the title’s web-
site and ancillary content is also available through Connect, including:

» A sample interview that illustrates the type of interview, situation, principles, prac-
tices, and mistakes parties make to challenge students to distinguish between effective
and ineffective techniques, questions, and responses and know how to remedy them.
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e An Instructor’s Manual includes tips for teaching the interviewing course,
course syllabuses, answers to exercises in textbook chapters, role playing cases,
ice breaker interviews, cases for the skills building assignment, assignments and
critique forms for skills building, informational, employment, persuasive, perfor-
mance, counseling, and health care interviews, and a field project assignment.

« A full Test Bank of multiple choice questions that test students on central con-
cepts and ideas in each chapter.

e Lecture Slides for instructor use in class.
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An Introduction

CHAPTER . )
to Interviewing

We designed this book to introduce you to the essential principles and practices
of interviewing, the most common form of purposeful, planned, and serious
communication. Rarely does a day go by that you are not involved in one or more
interviews. They may be formal or informal, minimally or highly structured, simplistic
or sophisticated, supportive or threatening, and momentary or lengthy. Common mis-
conceptions are that interviewing is limited to what applicants do when seeking jobs,
employers do when recruiting employees, and journalists do when getting information
from politicians, accident victims, and athletes. Google searches of “interviewing”
support these misconceptions. You may be reading this book and taking an interview-
ing course with the primary, dare we say sole, purpose of learning how best to start or
change a career, and you will find this book helpful in fulfilling this goal and others
of which you may be unaware. So, of all the human interactions you participate in
each day, how do you know which are interviews? They share characteristics with brief
encounters, social conversations, small groups, and presentations, but they differ sig-
nificantly from each.

The objectives of this chapter are to identify the essential characteristics of inter-
views, distinguish interviews from other forms of communication, identify types of
interviews, and examine the advantages and disadvantages of using technology when

participating in a variety of interviews.

(Interviewing Defined

Two Parties

Dyadic means The interview is a dyadic—two party—process between an interviewer and interviewee. It

two distinct typically involves two people such as a physician and a patient, a student and a profes-
parties. sor, an employer and an applicant, a journalist and an accident victim, a counselor and
- @

a client. Many interviews, however, involve more than two people but never more than two
parties. For instance, three members of a coaching staff may interview a college baseball
recruit, a travel director may interview a husband and wife, or a homeowner may inter-
view four students about leasing a home together. In each case, there are two distinct
parties—an interviewer party and an interviewee party. If a single party is involved (three
mechanics discussing how best to repair a truck) or more than two parties are involved
(three students discussing their specific field projects with a professor), the interaction
is not an interview.



Chapter 1

Purpose and Structure

At least one party must arrive at an
interview with a predetermined and
serious purpose, a characteristic that
distinguishes interviews from social
conversations and chance meet-
ings. Conversations and momentary
meetings are rarely organized or
planned in advance, and you would
probably hesitate to participate in
one that was. Interviews, on the
other hand, always have a degree
of planning and structure that may
include searching for background
information, preparing an open-
ing, selecting topics, phrasing a list

Image Source/Getty Images

More than two people may be involved in an interview, but of questions, selecting a proposal,
never more than two parties—an interviewer party and an and preparing a closing. The pre-
interviewee party. determined purpose—to get or give

Interviews are at
least minimally
structured.

Interactional
means exchang-
ing and sharing.

Questions play
many roles in
interviews.

information, to seek employment
or recruit an employee, to counsel or be counseled, to persuade or be persuaded—
determines the extent of planning and degree of structure. Chapter 4 introduces you
to the principles of structuring interviews from opening to closing.

Interactional, Collaborative Communication Process

Interviews are interactional and collaborative with both parties sharing and exchang-
ing roles, responsibilities, feelings, beliefs, motives, and information. If one party does
all of the talking and the other all of the listening, a lecture or presentation—not an
interview—is occurring to an audience of one or a few. John Stewart writes that com-
munication is a “continuous, complex, collaborative process of verbal and nonverbal
meaning making.”! This collaborative “meaning making” entails a mutual creation and
sharing of messages that consist of words and nonverbal signs (raised voice, wink, smile,
or hand gesture) that may express interest, compassion, understanding, belief, agree-
ment, or their opposites. As an interactional, collaborative communication process, the
interview is a dynamic, ongoing, ever-changing form of message sending and receiving.
Once an interview commences, you cannot not communicate.? Even when you com-
municate poorly, you communicate something. Chapter 2 introduces you to the many
interacting variables that make up interviews.

Questions

Questions play critical roles in every interview. They dominate survey, journalistic,
and investigative interviews while sharing focus with information giving and getting
in recruiting, counseling, and health care interviews. In other interviews such as per-
suasive, training, and performance review, questions play strategic roles in obtaining
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and clarifying information, verifying impressions and assumptions, and provoking
thoughts, feelings, and actions. Questions are literally the tools of the interview trade
for gathering information and checking the accuracy of messages sent and received.
Chapter 3 introduces you to the many types of questions and how and when to employ
each.

We define the interview, then, as an interactional, collaborative communication
process involving two parties, at least one of whom has a predetermined and serious
purpose, that includes the asking and answering of questions. With this definition in
mind, which of the following communication interactions is an interview and which
is not?

Exercise #1—Explain Why Each of the Following Interactions Is
or Is Not an Interview?
1. A police officer is questioning an eyewitness about a shooting at an elementary
school?

2. Three students are preparing for an important examination by cross examining one
another about class lectures.

3. An employer is talking to two students, one majoring in communication and one in
industrial design, at a job fair on campus.

4. A therapist is talking to a child about possible sexual abuse.

5. A sales representative is explaining the features of a new SUV to a husband and wife
who just purchased it.

6. Four members of a search committee are discussing the credentials of applicants
they plan to interview during the day.

7. A member of a survey research firm is talking to a shopper in a mall about possible
effects of higher tariffs on consumer goods made in China.

8. Co-workers Nichole and Ryan see one another at halftime during a football game
and are talking about the first half when Nichole decides to ask Ryan about the
results of a staff meeting she missed because of a medical appointment.

9. A student stops by a professor’s office to discuss ideas he has about a field project
assignment in her class.

10. A rugby player and his parents are talking to a specialist about treatment for a con-
cussion.

(Types of Interviews

There are many types of interviews, and they are typically identified according to situa-
tion and function. As you review the seven common types below and read this book, you
will become increasingly aware that differing types of interviews require one or both par-
ties not only to have a store of valuable information but also training, abilities, personal-
ity traits, and willingness to share this information that may be influenced by beliefs,
attitudes, and feelings.
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Chapter 1

Information-Gathering Interviews

The primary purpose of the information-gathering interview is to obtain accurate,
insightful, and useful information through the skilled use of questions created prior to
the interview and ones created on the spot to probe into interviewee responses, attitudes,
and feelings. Chapter 5 discusses the principles and practices of moderately structured
interviews conducted by professionals such as journalists, law enforcement officers, and
researchers and all of us in our everyday lives as students, professors, parents, travelers,
and consumers. Chapter 6 discusses the principles and practices of highly structured
interviews such as surveys and polls conducted by the media, political parties, market
and consumer researchers, and organizations too numerous to mention.

Information-Giving Interviews

The primary purpose of the information-giving interview is to exchange informa-
tion in interviews that involve training, orienting, coaching, instructing, and briefing.
Although such interviews may appear simpler than many others—merely providing facts,
data, reports, schedules, and opinions, they are often deceptively difficult in practice.
Information-giving interviews are often loaded with detailed information, involve tech-
nical or philosophical concepts, and include specialized terminology. Recall when you
showed up late for a meeting or on the wrong day because you forgot the time or day
information. Chapter 5 discusses the principles, problems, and techniques of effective
information-giving interviews that enable interviewees to understand and retain
information adequately and accurately following the interaction.

Focus Group Interviews

The focus group interview usually consists of 6 to 10 similar but unrelated interviewees
with a single interviewer and concentrates on a specific issue or concern such as customer
or client perspectives about a new or developing idea, product, or service. The interviewer
conducts the interview with a carefully crafted set of questions designed to generate inter-
actions among the interviewees that produce a wide range of information, experiences,
opinions, beliefs, attitudes, and understandings. Advocates of focus group interviews argue
that they produce higher quality information and feedback than single-person interviews.?
However, it is often difficult to arrange a meeting of 6 to 10 similar interviewees at the
same time and place, each interviewee has less interacting time than in a single-person
interview, and some interviewees may dominate a focus group interview.

Selection Interviews

The most common selection interview is the “employment interview” that occurs
between a recruiter attempting to select the best qualified applicant to fill a position
and an applicant attempting to convince the recruiter that he or she is the best qualified
and best “fit” for this position with this organization. A second type of selection inter-
view is the “placement interview” during which an employer or supervisor tries to deter-
mine the ideal placement for a staff member within an organization and an employee
tries to convince the interviewer that he or she is the best fit for a position, sometimes
not the same position the employer has in mind. The placement might be a promo-
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tion, reassignment, or new role in a restructured organization. Chapter 7 focuses on the
recruiter in the employment interview, and Chapter 8 focuses on the applicant in the
employment interview.

Performance Interviews

The performance interview, once called the appraisal interview, focuses on the review of
an employee’s skills, performance, abilities, and behaviors for the purpose of “coaching”
the interviewee to continue that which is good, discontinue that which is bad, and set goals
for future performance. The results of the interview may determine promotions, changes
of positions, and increases in salary or, in some situations, termination of the interviewee’s
continuation with the organization. Chapter 9 focuses on models and principles of the per-
formance review interview and the basics of the “performance problem interview,” once
called the disciplinary interview, in which the parties address a problem such as absences,
failure to follow rules, insubordination, and simple theft. The goal is to resolve the prob-
lem through coaching while trying to avoid, when possible, disciplining or terminating the
employee.

Persuasive Interviews

In persuasive interviews, one party attempts to alter or reinforce the ways the other
party thinks, feels, and/or acts. While the sales situation comes readily to mind, you are
involved in persuasive interviews on a daily basis. These range from informal interac-
tions such as attempting to persuade your roommate to go to a comic-con with you, to
formal interactions such as a defense attorney trying to persuade a prosecutor to drop
some charges against a client and long-term, multi-interview efforts such as striving
to convince a state legislator to support an immigration reform proposal. Chapter 10
focuses on the often-complex interactions in which the interviewer’s goal is to change
another’s way of thinking, feeling, or acting.

Counseling Interviews

The counseling interview occurs when an interviewer strives to assist an interviewee to
gain insights into a personal or professional problem and discover ways of coping with
this problem. Although trained therapists or counselors are required for serious psycho-
logical, physical, and personal issues, all of us act as “lay counselors” when we assume
the roles of parents, teachers, supervisors, physicians, co-workers, team members, and
friends. Chapter 12 focuses on the basic principles and practices of conducting and
taking part in counseling interviews that address day-to-day problems encountered in life
and the workplace and ways of dealing with them.

While this list of interview types identifies each with a specific goal such as informa-
tion getting or information giving, a great many interviews entail several goals. During a
typical selection interview, for instance, both parties give and get information and strive
to persuade one another to offer or to accept an offer of employment. The recruiter
might do a bit of career counseling. A journalist must persuade a person to take part in
an interview and answer questions honestly and insightfully. A typical health care inter-
view, the focus of Chapter 13, may involve information gathering, information giving,
counseling, and persuasion.
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The telephone is employed in nearly every type of interview.

Since the invention of the telephone by Alexander Graham Bell in 1876, technology
has played ever-increasing roles in interviews of all types with interview parties no
longer needing to be face-to-face but can be ear-to-ear, keyboard-to-keyboard, or screen-
to-screen. Each new technology has brought about changes in how we communicate
interpersonally, some good and some bad, and each requires interview parties to adapt
in critical ways.

The Telephone

Telephone interviews are now employed in nearly all types of situations and have
become so commonplace that states and the federal government have passed “Don’t
Call” legislation to protect your privacy and sanity.* The popularity of telephone inter-
views is easy to understand because they save time, reduce expenses, and eliminate
traveling. Interviewers can interact with interviewees in widespread geographical loca-
tions without leaving their home or office. The telephone is most effective in inter-
views when you want to ask brief, simple questions in a short time. Organizations
risk alienating interviewees, however, when they call during dinnertime or late in the
evening and want (often demand) several minutes of the interviewee’s time. Political
candidates, citizen action groups, and product sales representatives who employ the
seemingly never-ending “robocalls” that dial your number over and over may antago-
nize you rather than motivate you to vote for a candidate, support a cause, or purchase
a product.

Lack of physical presence of the parties is a significant limitation of the telephone
interview. Hearing a voice is not the same as observing another’s appearance, dress,
manner, eye contact, facial expressions, gestures, and posture. Also missing are the
physical surroundings that provide an atmosphere that contributes to effective interac-
tions. The telephone limits the
subtle cues interviewers use to
indicate when it’s time to switch
roles, whether to continue with or
end an answer, or when the clos-
ing is imminent or commencing.
While some interviewees prefer
the anonymity and relative safety
of the telephone interview, others
(particularly older ones) prefer
face-to-face contacts and fear the
growing number of telephone
scams.’ Interviewers reportedly
prefer face-to-face interviews when
they are lengthy, and this attitude
may negatively affect interviewee
responses.

fizkes/iStock/Getty Images



An introduction to interviewing 7

Parties must
focus attention
on the interac-
tion rather than
the technology..

E-mail lacks
nonverbal cues
critical in
interviews.

The webinar is
designed to
train and
educate large
audiences with
a presentational
format.

Interactive Video

Video technologies such as Skype and videoconferences enable interview parties to
interact visually and orally over long distances faster and with less expense than indi-
vidual face-to-face interviews.® Advocates describe these as “virtual interviews” because
they are “almost like being there in person.” Video and sound are manipulated to pro-
vide the illusion of presence and eye contact in an effort to send the “right vibe.” This
illusion of reality can be costly if it requires a professional staff, high-quality technology
to produce video and sound, mood lighting, and realistic sets to produce the illusion
of reality. Some people find it difficult to interact freely and effectively with those on
screens, and the absence of traditional cues that signal when a person has answered a
question or made a point. The results are parties talking longer with fewer exchanges,
and these problems are enhanced during videoconferences in which one or both parties
consist of two or more people.

The pluses often cited for videoconferences and Skype such as taking more exten-
sive notes, referring to notes, checking watches, and reading text messages may adversely
affect interactions because of lack of attention and critical listening. Even with the best
technology and manipulation of set and scenery, parties typically see only head or upper
body shots of one another with little feeling of presence. Both parties must be aware of
the importance of upper-body movement, gestures, eye contact, and facial expressions
that are magnified on the screen when little else is visible to the other party. This may
explain why a high percentage of suggestions for being effective in “virtual interviews”
pertain to video production concerns and techniques.

E-Mail

With a cellphone or computer at your fingertips, you are able to communicate almost
instantly with others around the world at any time of day or night by e-mail. E-mail is a
highly convenient and inexpensive means of sending and receiving messages, but when
does this sending and receiving become an interview and not what its name implies—mail?
An interview is interactive in real time, so if two parties are sitting at their keyboards at the
same time and are asking and answering questions without breaks in the interaction, an
interview may be taking place. Otherwise, it is an electronic questionnaire little different
from one being handed out or mailed to another party. Make an e-mail interview your last
choice because you cannot see or hear the other party or experience the party’s presence.
Nonverbal elements critical to the interpersonal communication process are nonexistent.
Participants in e-mail interviews experience difficulties in opening interviews, establishing
rapport, determining emotional reactions, and translating verbal symbols and acronymes.
While an e-mail interview may be fairer for a person who is orally challenged, it may be less
fair to a verbally challenged person.

Webinars

A webinar is essentially what its name implies, a Web-based seminar (often educa-
tional in nature) in which professionals deliver presentations to large, multiparty
audiences who view or listen to them.” It is becoming popular for conferences,
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training sessions, seminars, and workshops because presenters can display slides,
stream video, talk with audience members in real time, ask and answer questions,
edit what is on the screen, and record the entire presentation for later use. It may be
an interview if it is a two-party, interpersonal communication process between pro-
fessionals rather than a Web-based lecture, but it is designed primarily to reach large
audiences located in diverse locations such as Boeing Aircraft facilities throughout
the United States. Video chatting platforms such as Skype and Google Plus are
better designed for interviews.

(Summary

This chapter has defined the interview as an interactional, collaborative communication
process between two parties, at least one of whom has a predetermined and serious
purpose, that involves the asking and answering of questions. While this definition distin-
guishes it from brief encounters, social conversations, small group discussions, and pre-
sentations, it encompasses a wide range of human interactions in which you take part
virtually every day. Since you take part in interviews so often, be careful of assuming that
what you do often you do well. Many years of experience may not result in a high degree
of skill but the repetition of mistakes from interview to interview for a lifetime. Interviewing
is a learned skill, and this book is designed to introduce to the principles and practices
of different types of interviews to start refining your roles as interviewer and interviewee
by enabling you to prepare thoroughly and take part actively while recognizing possible
mistakes before you make them. Practice makes perfect only if you know what you are
* practicing.

The initial step in developing and enhancing your interviewing skills is to understand
the deceptively complex interviewing process and its many interacting variables. Chap-
ter 2 does this by literally drawing you a picture of the process through the step-by-step
creation of a summary model that contains all of the variables that interact during each
interview.
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(Key Terms and Concepts

Beliefs Information-giving Questions

Collaborative interviews Selection interview

Conversation Interactional Serious purpose

Counseling Internet Skype

Dyadic Interpersonal Structure

Electronic interviews Meaning making System

E-mail interviews Motives Technology

Exchanging Parties Telephone interview

Feelings Performance review Two-party process

Focus group interviews Persuasion Videoconference interview

Information-gathering Predetermined purpose Virtual interview
interviews Process Webinar

(Review Questions

1. What does the word dyadic mean?

w

A A

1.
12.
13.
14.

15.

How many parties are there in an interview?

If correspondents from three networks ask questions of opposing presidential candi-
dates, explain why this is or is not an interview?

How does purpose set an interview apart from conversation?
How are interviews interactional in nature?

Explain how an interview is a collaborative process?

Why are questions called “the tools of the trade” in interviews?
What strategic roles do questions play during interviews?
What is a complete definition of an interview?

Explain why the following scenario is or is not an interview: two friends see each
other after a concert and stop to get their reactions.

What is the primary purpose of the information-gathering interview?
Why is the “focus group” considered to be an interview?
Why are telephone interviews used so widely in our society?

What are the significant limitations of the telephone interview compared to the face-
to-face interview?

How may the often-cited pluses of videoconference and Skype interviews adversely
affect these interactions?



