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We’ve all had one. That one interview
we’ll never forget. Mine was Charlene.
Charlene took every word I was
about to say right out of my mouth.
The 15 minutes I had scheduled
in my day for her interview is still
happening 60 minutes later, and
I haven’t asked a single question
other than “how are you today?”

MEET THE MEMBER
Kristen is a 2007 graduate
of Southern New Hampshire
University and holds a
Bachelor’s degree in Hospitality.
It wasn’t until 2012 when
she decided to pursue a
career change to dental office
management, and hasn’t looked
back since.
Kristen is the office manager for
a multi-location periodontal
practice in the Greater Boston
area, and earned her FAADOM
in 2016. While she is never
really “off the clock”, Kristen
enjoys spending time with her
son, family, and friends.

An interview like Charlene’s can
make you question your ability
to interview. Just like you see in
the movies with any break-up
scene: Was it me? Was it them?
Where did this go wrong? Unlike
those awkward break-up scenes,
sometimes it actually CAN be us.
Admitting so is the first step to fixing
the narrative on what could be a
Charlene and turn it into your next
MVE (Most Valuable Employee).
Just like in Charlene’s case,
ineffective interviews can be the
biggest waste of time for you
and your dentist, and can end up
costing the business thousands
of dollars in lost production. In
an effort to prevent ever having
a Charlene interview, it’s crucial
to put a protocol in place for
standardized interviews.
Here’s why a standardized interview
process is essential:

It creates efficiency. Standardized
interviews help time run more
smoothly by eliminating unqualified
applicants early on in the process.
Within the first five minutes of a
phone interview, you can know
whether or not a candidate is
worthy of a callback.
It provides consistency. In turn,
this process can help eliminate
confusion.
Just
like
with
standardized testing of students,
typically the best students score the
highest (I’ll get back to this later).
It provides a smooth, organized
experience for all parties. Everyone
on the hiring team (office managers,
HR staff, practice owners, etc.) will
have clear expectations of each
interview, including the position
the candidate is interviewing for,
the skills required, responsibilities,
and expectations of the candidate.
Here’s how to prepare for a
standardized interview:
•

Formulate questions related
to the position you are
interviewing for. These can be
as simple as: “Describe a work
situation that required you to
perform several tasks, or work
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and does not deviate from it, furthering the
process of standardization.

...INTERVIEWS CONTINUED

on several projects at the same time. How did
you choose to prioritize them?” or “Tell me about
a specific time when you turned a dissatisfied
patient into a satisfied one.”
•

Have a unified scoring grid for all candidates
and their responses. For instance, we use a low,
medium, high scoring system.

Here’s framework on how to conduct a standardized
interview:
•

Take a few minutes to connect with the candidate
by asking a couple of open-ended questions. You
can ask them to walk you through their resume.
This should take two to four minutes maximum.

•

Explain the interview process. Let the candidate
know you are looking forward to discussing their
qualifications to determine if they are a match
for the position; this is a time to talk, but keep it
brief. Note: This step is not a search for reasons to
disqualify them from the position.

•

Be sure to ask each question as written. Take
detailed notes regarding the candidates’
responses. Our office follows a definitive script

•

After the candidate has left, review your
notes independently and rate the candidate’s
responses. It is important to do this immediately
after the interview before comparing your notes/
scores with the other members of the hiring team.
Always complete your independent note review/
scoring prior to meeting with any other candidate
for the same position. This allows you to keep
your interviewing process unbiased.

Going back to the point earlier about standardized
interviews being similar to standardized testing of
students: some students test well, while other students
freeze at test time. The same principle applies to
interviewing—some people just interview better than
others but might not be the best candidate for the
job. By standardizing the interview process, you
will aide the management team in sorting through
the applicants who might not be the best fit for
the position. There’s a reason the SAT is scored by
computer—it’s unbiased. The closer we can make our
interview process to the SAT, the more likely we are to
avoid the next Charlene. n
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