Behaviour Based
Interview Questions

These questions are an example of what may be asked during your interview and not an exhaustive list.



Classification: Public

Preparing for behaviour based competency interviews

Our interview questions have been designed in line with our Behaviours — these are applicable to everyone, regardless of role.
Examples of typical interview questions & the following tips, have been provided to help you prepare for your interviews:

v" You won’t need to prepare answers to all questions but consider and plan how your experience aligns
to each of our behaviours.

v" When thinking of examples, try to provide a variety of scenarios from your career or education history
and consider how they are relevant to the role. A copy of the job description will be provided to you
ahead of your interview.

v We suggest to prepare examples for each of our behaviours in the STAR interviewing format.

v In addition to this, you will be asked questions on your understanding of Post Office, the role and your
motivations for applying.

v' Dependant on the role you have applied for, you may be asked further questions related to the key
skills and experience required for the job.

v' There will also be an opportunity for you to ask questions to the team, at the end of the interview.

Prepare your questions in advance about what you would like to find out more about i.e. regarding
the role, team, company or culture of Post Office.

Visit our careers site to learn more about our behaviors and code of conduct

Situation -What is the situation or
scenario you are describing?

Task - What was your specific task or key
role in this situation?

Action - What specific actions did you
take to complete the task or to
demonstrate your skill?

Result - What was the result of your
actions? What did you achieve? Where
possible try to use metrics.


https://careers.postoffice.co.uk/why-post-office
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Our Behaviours

At Post Office we have a clearly defined purpose which is underpinned by our values. Our Behaviours provide clarity on ‘how’ we do things and help guide us on
what it takes to be successful. They represent the essence and spirit of our business and are the driving force behind our transformation.
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Customer First Accountability Collaboration

We take ownership and

We deliver results with We work across teams

We start with the customer We continuously learn and

Actively seeks to
understand our
customers, postmasters
and partners, external
markets and competitors

Pragmatically takes risks
to move at pace, to beat
the competition.

Takes decisions that
contribute to our overall
commercial outcome

Consistently exceeds
customer expectations
with excellent service and
experiences

improve

Continuously looks for
ways to improve and
innovate

Seeks challenge and new
ideas to support personal
learning and growth

Questions assumptions
and explores possibilities

Uses insight and data to
develop, test and refine
ideas

integrity

Focuses on what matters
most, doing the right
thing in the right way

Identifies and removes
blockers to keep things
moving

Thinks and plans ahead,
adapting when
circumstances change

Moves forward with
honesty, integrity,
purpose, quality and pace

follow through

Delivers fully on
commitments and takes
pride in the outcomes

Sets clear objectives and
priorities

Owns and learns from
mistakes

Considers organisation
outcomes as well as local
outcomes

Builds trust through
support and respect

Works openly and shares
information

Incorporates different
perspectives to reach
better outcomes

Actively seeks out and
listens, especially to
quieter or less
represented voices

Celebrates and
recognises success
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Non-Managerial Interview Questions

These questions are typical for positions such as Advisor, Administrator, Co-ordinator, Analyst or entry level roles.

Tell us about a situation where a
customer had a problem or
complaint. How did you handle it,
and what was the outcome?

Describe a time when you delivered
a high level of service to a customer
or colleague. What did you do to
exceed their expectations?

Tell us about a time when you
identified a way to improve a process
or service for customers. What action

did you take and what was the

result?

Can you share an example of when
you received feedback from a
customer or stakeholder? How did
you use it to improve your approach?

Can you tell me about a time you
noticed a better or easier way of
doing something? What did you do
and what happened?

Tell me about a time you faced a

problem you didn’t know how to

solve. What steps did you take to
figure it out?

Tell me about a time you taught
yourself a new skill. Why did you
choose to learn it and how did you
go about it?

Describe a time when you went
beyond what was expected of you to
learn something new or take on
something extra.

Tell me about a time you had to

manage multiple tasks or deadlines.

How did you decide what to
prioritise, and what was the
outcome?

Describe a time when something
was preventing you from completing
a task or meeting a deadline.
What actions did you take to
overcome it?

Describe a time when you spotted an
opportunity to improve how
something was done. How did you
make sure your solution worked?

Give an example of how you
supported a colleague or team to
complete a task or meet a deadline.
What did you do and what was the
result?

Accountability

Give an example of a time when things
didn’t go as planned in your work.
How did you take responsibility, and
what did you learn from the
experience?

Share an example of when you needed

to adapt your approach due to

unexpected changes, while still taking

responsibility for the end result?
What did you do?

Describe a situation where you

identified an issue or gap in your work
and took ownership to resolve it. What
did you do and what was the result?

Describe a time when your work had
an impact beyond your immediate role

or team. How did you ensure your

actions supported wider organisational

outcomes?

Collaboration

Tell us about a time when you
helped a colleague or supported your
team, even when you had your own
tasks to complete. What did you do

and what was the outcome?

Give an example of a time when you
and a colleague had different ideas
on how to approach a task.
How did you work together to reach
a solution?

Tell us about a time when you
listened to others’ ideas and used
their input to improve a task or
outcome. What was the result?

Give an example of how you have
recognised or shared positive
feedback about a colleague or team
success. What impact did this have?
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Middle Manager Interview Questions

These questions are typical for positions such as Team Leader, Specialist, Partner or Associate level roles.

Tell me about a time where you had
multiple competing priorities. How
did you decide what to focus on, and|
how did you ensure the work was
delivered to the right standard?

Describe a time where a project or
task was at risk due to a blocker or
challenge. What actions did you take|
to address it and maintain progress?

Tell me about a time you received
feedback that required you to change|
your approach. How did you
respond, and what impact did it have|
on your performance or results?

Can you describe a time when you
had to balance delivering quickly
with maintaining quality? How did
you approach this and what was the
outcome?

Tell me about a time you proactively
identified an opportunity to improve
a process, system, or way of
working. What did you change and
what was the impact?

Describe a time you deliberately
stepped outside your comfort zone
to learn something new or take on a
challenge.
What motivated you and what did
you gain from the experience?

Give an example of when you
challenged an existing way of
thinking, assumption, or approach.
What did you do and what was the
outcome?

Give an example of when you
challenged an existing way of
thinking, assumption, or approach.
What did you do and what was the
outcome?

Tell me about a time where you had
multiple competing priorities. How
did you decide what to focus on, and|
how did you ensure the work was
delivered to the right standard?

Describe a time where a project or
task was at risk due to a blocker or
challenge. What actions did you take|
to address it and maintain progress?

Can you describe a time when you
had to balance delivering quickly
with maintaining quality? How did
you approach this and what was the |
outcome?

Tell me about a time you received
feedback that required you to change|
your approach. How did you
respond, and what impact did it have|
on your performance or results?

How do you take ownership for
driving continuous improvement in
your area? Share an example where

you identified an opportunity and
followed it through to a measurable
outcome?

Describe a time when you took
accountability for resolving a
complex issue involving multiple
stakeholders. How did you ensure
alignment and deliver a successful
outcome?

Give an example of when something |
you were accountable for did not go
as planned. How did you take
responsibility, and what did you learn|
and change as a result?

Tell me about a time when you faced|
significant setbacks on a piece of
work you were responsible for. What
actions did you take to stay
accountable, and what was the final
result?.

Collaboration

Describe a time when you worked
collaboratively with others (within or
outside your team) to achieve a
shared objective. How did you
ensure effective communication and
information sharing?

Give an example of a time when you

and a colleague had different views

on how to approach a task. How did

you reach a decision, and what was
the result?

Tell us about a time when you
encouraged others to share their
ideas or opinions, particularly those
who may have been less confident to|
speak up. What was the impact?

Describe a time when you had to
give feedback to a colleague. How
did you approach it in a way that
maintained a positive working
relationship?
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Senior Manager Interview Questions

These questions are typical for Manager, Lead or ‘Head of’ level roles, with people management responsibilities.

Customer-First

Curiosity

Progress

Accountability

Collaboration

Tell us about a time when you used
customer, market, or competitor insights
to shape your team’s priorities or strategy.
What impact did this have on outcomes?

Give an example of when you identified
and implemented a change that improved
customer outcomes or reduced friction in a

process. How did you ensure successful

adoption?

Describe a time when you led your team
to significantly improve customer
experience or satisfaction. What actions
did you take, and what made the
difference?

Give an example of a decision you made
that balanced customer needs with
commercial or operational priorities. How
did you approach it, and what was the
result?

How do you embed a ‘customer first’
culture within your team? Can you share
an example of how you've influenced
behaviours or outcomes?

Describe a time you proactively identified
a strategic opportunity to improve a
process, model, or way of working at

scale. What insight led you to act, and
what impact did it have on the business?

Tell me about a time your curiosity led you

to explore a new area, capability, or trend

outside your core expertise. How did you
apply this learning to create value?

Share an example of a complex challenge
where the solution wasn’t immediately
clear. How did you use data, insight, or

experimentation to shape and refine your

approach?

Describe a time you challenged a decision
or direction to protect the long-term
success or integrity of your team or

organisation. What insight informed your

view, and what was the outcome?

How do you stay ahead of industry trends,
emerging practices, or market shifts? Can
you share a specific example of how
you've translated this insight into
innovation or improvement within your
function?

Describe a time when you recognised that a

strategy, plan, or approach wasn’t
delivering the expected results. How did
you decide to change direction, and how
did you lead your team through that shift?

Can you share an example of how you
addressed a recurring issue within your
team or function? How did you ensure it

was resolved long-term?

Describe a time when you had to adjust
plans or strategy due to changing
circumstances. How did you lead your team
through this while maintaining delivery?

Describe a time you received or sought
feedback that challenged your approach or
performance. How did you act on it to
improve results, either for yourself or your
team

Tell me about a time when you had to
decide to move forward without having all
the answers or a perfect solution. How did

you manage risk while maintaining
progress?

Tell us about a time when you were
ultimately accountable for a significant
delivery that was at risk. How did you take
ownership, realign priorities, and ensure a
successful outcome

Describe a time when you led your team
through a period of change where
outcomes were uncertain. How did you
ensure clear direction, maintain
accountability, and deliver against
organisational objectives?

Give an example of how you set clear
objectives and priorities for your team
during a complex or high-pressure period.
How did you ensure focus and
accountability?

Tell us about a time when you had to
balance competing priorities across your
team and the wider business. How did you
ensure the most important outcomes were
delivered?

Give an example of when something went
wrong within your area of responsibility.
How did you take ownership, address the
issue with stakeholders, and embed
learning to prevent recurrence?

How do you recognise and celebrate
successes within your team and across other
teams you work with? Can you share an
example where this encouraged stronger
collaboration?

Tell me about a time when you challenged
behaviour that was not inclusive or
collaborative. What approach did you take,
and what was the outcome?

Give an example of when you brought
together different perspectives or teams to
improve an outcome. How did you ensure all
viewpoints were considered and aligned?

How do you create a team environment
where people feel comfortable sharing ideas
and perspectives openly? Can you provide an

example of how you’ve ensured quieter or
less represented voices were heard?

Describe a time when you relied on others,
either within or outside your team, to deliver
a shared outcome. How did you build trust
and maintain collaboration throughout?
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Director Interview Questions

These questions are typical for Director level roles, that demonstrate extensive leadership responsibility.

Customer-First

Share an example of when you reshaped
your organisation’s strategy based on
deep customer insight. What data did you
use, and how did you ensure it influenced
executive decision-making?

Describe a situation where you took a
calculated risk to accelerate delivery for
customers. What was at stake, and how

did you balance speed vs. risk?

Tell me about a major decision where you
had to balance customer needs with
commercial performance (e.g. cost,
margin, growth). What trade-offs did you
make?

Describe how you define and measure
“excellent customer experience” at an
enterprise level. How do you hold teams
accountable?

Tell me about a time you led a
transformation to significantly improve the
end-to-end customer experience. What
made it successful at scale?

Curiosity

Describe how you systematically seek,
interpret, and act on feedback from key
stakeholders. Share an example where
you translated insight into action and how
you measured enterprise-level impact?

Tell me about a time you challenged a
deeply embedded belief, decision, or
strategic direction to protect long-term
business integrity. What insight informed
your position, and how did you navigate
stakeholder alignment?

Describe a time you leveraged your
experience and perspective to drive a
transformational shift in how your
organisation or function operates. What
prompted the change, and how did you
scale it?

How do you actively challenge your own
thinking and continue to evolve as a
leader? Can you give an example where
pursuing a new perspective or capability
changed your strategic approach?

How do you stay ahead of external trends,
disruption, and emerging opportunities,
and how have you used this insight to
challenge current strategy or unlock new
growth?

Progress

Describe a time when you had to make
significant trade-offs between cost,
investment, and strategic priorities. How
did you decide where to focus resources,
and how did you ensure decisions aligned
with long-term business value?

Share an example of how you coached or

enabled a senior team member to resolve

a complex issue themselves. How did this

approach support both delivery and long-
term capability?

Describe a time when you identified that a
strategy or major initiative was not
delivering expected outcomes. How did
you reassess and change direction, and
what impact did this have?

Tell me about a time you had to address
underperformance within your leadership
team. How did you approach the situation,
and how did you ensure both
accountability and improved outcomes?

How do you ensure that systemic issues
or recurring problems within your
organisation are fully resolved? Can you
provide an example where you removed
barriers at scale?

Accountability

Tell us about a time when you were
ultimately accountable for leading a
function or large team through significant
change. How did you ensure delivery
against strategic objectives, and what
outcomes were achieved?

Share an example of when you took
ownership for shaping and delivering a
functional or organisational strategy. How
did you ensure it translated into clear
priorities and measurable results?

Describe a time when a strategic decision
or initiative you led did not deliver the
expected outcomes. How did you take
accountability, address the impact, and

embed learning across your organisation?

Provide an example of when you were
accountable for managing significant risk
or regulatory requirements. How did you

ensure appropriate action, ownership
across teams, and sustained compliance?

How do you hold yourself and your
leadership team accountable for delivering
on commitments? Can you share an
example where you intervened to improve
performance or outcomes?

Collaboration

How do you recognise and celebrate
success across teams, particularly during
periods of change or uncertainty? Can you
share an example where this
strengthened collaboration or
performance?

Tell us about a time when you enabled
transparent communication and
information sharing across functions or
teams. How did this improve outcomes?

How have you created and sustained a
culture of trust, respect, and collaboration
across your teams and wider
organisation? Can you give a specific
example of the impact this had?

Tell us about a time when you brought
multiple teams or functions together to
deliver a shared objective. How did you
foster collaboration, align priorities, and
overcome barriers?

Describe a time when a mistake or failure
within your team impacted others. How
did you address it in a way that
maintained trust, encouraged learning,
and supported collaboration?
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