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InterNet Score: 
51 
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Interviewer: ____________________ 

E.SSESSOR
Personalized Interview Coaching Kit
Instructions


This guide consists of these instructions, a brief overview of Michael's qualifications, a prioritized listing of Michael's work environment preferences as compared to those offered by Compaq, the interview topics and questions and a Scoring Summary.

Each of the Environment Preferences and Skills are listed in order of preference as determined by the person at Compaq who posted the position with the e.ssessor.

Tips on Preparing for the Interview

i) Plan ahead, allow enough uninterrupted time.
ii) Review Michael's background and skill levels. Develop a strategy for building rapport.
iii) Become familiar with each interview topic.

During the Interview

i) Begin by entering the date, time and place of the interview.
ii) Welcome Michael (handshake and smile if appropriate), use a rehearsed opening approach.
iii) Move quickly and efficiently into the interview, spending 5 minutes or less on small talk.
iv) Follow the guide.
v) Take notes, they will help as documentation for any subsequent governing authority.
vi) Send messages of acceptance and understanding to encourage a less stressful environment.
vii) Give Michael an opportunity to ask questions.
viii) Close the interview by informing Michael about when the selection decision will be made.
ix) Explain whether and how unsuccessful candidates will be notified.
x) Explain how Michael will be contacted if successful.

Subsequent to the Interview

i) Review your notes and scoring to ensure accuracy and legibility.
ii) Be prepared to adjust scores and scoring strategy to avoid rating errors.


When using this guide the same questions should be asked of all candidates in the competition.

It is best to rate each answer as soon as possible after the answer is given. 
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Biographical Profile 
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Full Name 
  Michael Altig 
Minimum Hours/Wk 
  40 hours/wk 

Email Address 
  michael_altig@hotmail.com 
Ideal Hours/Wk 
  40 hours/wk 

Street Address 
  813 East Moreno Ave 
Maximum Hours/Wk 
  80 hours/wk 

City, State 
  Colorado Springs, Colorado 
Minimum Income 
  $60,000 

Zip/Postal Code 
  80903 
Ideal Income 
  $65,000 

Country 
  USA 
Employment Status 
  Employed 

Primary Phone # 
  719.632.4050 
Willing to Relocate 
  yes 

Alternate Phone # 
   
Search Status 
  Actively looking for a new position 



Last Visit Date 
  Jan 27, 2000 
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Screening Questions 
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Question 
Response 
Score 

I understand that this position involves remote support for customers over phone lines and I don't mind spending 30 - 50% of my day on the phone. 
Yes 
100% 

IF YOU HAVE EXPERIENCE supporting operating systems remotely over the phone, please describe the TYPES OF SUPPORT you have provided and your LENGTH OF EXPERIENCE with each type. 
1 Year direct NT support on the engineering level. 
100% 

Pick the category that comes closest to your number of years of experience working with NT. 
5-6 years 
100% 

Briefly describe your MOST IMPORTANT NT duties, tasks, or responsibilities. 
Maintaining user accounts, network connectivity, Exchange adminsitration, and Proxy server/firewall administration. Setup various types of NT servers to include DNS, WINS, Exchange, Proxy Servers. 
100% 

Have you been certified as an MCSE? 
Yes 
100% 

Do you have at least 2 years experience with NT system administration? 
Yes 
100% 

If 6=YES : What were your most important administrative responsibilities? 
Maintaining user accounts, backups, and RAS administration 
100% 

IF YOU HAVE EXPERIENCE with performance monitoring, what TOOLS and OPTIONS on those tools did you use? 
NT performance monitor: %Processor Useage, Pagefile and memory monitoring. IIS, total hits per hour/day etc. 
100% 

IF YOU HAVE EXPERIENCE finding bottlenecks, briefly describe the MOST DIFFICULT bottleneck you have worked. 
We had one subnetwork in Riyadh, Saudi Arabia and almost overnight the network had slowed to a crawl and our Exchange server was timing out constantly. To make a long story short, around 120 extra users took it upon themselves to hook their home villas up to our network using non-switched hubs, and daisy chained. Since we were using DHCP everyone got an IP address. 
100% 

IF YOU HAVE EXPERIENCE troubleshooting NT problems, briefly describe a difficult problem you've encountered and what you did to correct it. 
One of our NT workstations would crash like clockwork every 64 hours. There was no indication anything went wrong in the Event Viewer, so one of the senior engineers and myself took the better part of two days to figure out the crash dump. 
100% 

HOW MANY of the following Back Office products have you used on the job or in projects: SQL, Exchange, SMS, or IIS? 
2 
50% 

Please PICK the option that best describes your level of expertise with 

blue screens including stop codes and crash dump analysis. 
Exposure Only 
20% 

Please pick the option that best describes your level of expertise in troubleshooting NT network problems, i.e. TCP/IP connectivity, drive mapping, etc. 
Good 
80% 

Pick the option that best fits the size of the USER BASE for the largest NT installation you have supported. 
More than 500 
100% 

Michael Altig 
e.ssessor 
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Technical Skill 1

A NT Support Engineer may need to propose, sell, deploy, and support such things as Microsoft Backoffice applications in large network solutions using a thorough practical understanding of the features and benefits of Backoffice products as well as hands-on skills with implementing, supporting and troubleshooting them. Please recall your best example of using this technical skill in a challenging situation. 

Result
Our email servers were not communicating with each other and I was able to figure out why. I kept getting RPC errors through the event viewer saying something to the effect that server 1 couldn't talk to server 2. The first Microsoft solution was to break the site connectors and re-extablish them, but I couldn't because one of the other administrators had set up replication of the public folders and didn't tell anyone. To figure out why we couldn't break the site connectors I searched through Technet and the Exchange Administrator's guide. Neither one of these references had anything except taking out the site connectors. Since that was the problem I was stuck. I went with the shotgun approach and looked though every possible Exchange setting to find out why I couldn't delete them. Six hours later I was able to remove the connector by deleting the replication. 

Potential Follow-up Probes

Recency
Dec 1998 
Frequency
At least two others 
Confidence
Over 80% confident 

Name of Contact
John McGibb 
Contact Method
mcgibbj@hotmail.com 
Contact Rating
Top 10% 

Your Rating: 
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Technical Skill 2

A NT Support Engineer may need to investigate and resolve such things as intermittent connectivity problems using any available tools. Please recall your best example of using this technical skill in a challenging situation. 

Result
One of our downrange customers was complaining about poor connectivity to the Internet. I could ping from his computer to the gateway, then out to the Internet site, but no higher level traffic would pass. Upon closer investigation using ping -t command I discovered that low level transmission echos would go though fine, but there were intermittent breaks that didn't hold true to any pattern possibly indicating a short. After consulting one of our senior engineers I found out that the 10BaseT cable to his computer was one of a few left that still went underground and since it had just rained that the cable was shorting and needed to be re-routed with all the others. 

Potential Follow-up Probes

Recency
Jun 1998 
Frequency
This is the only one 
Confidence
Over 80% confident 

Name of Contact
John Mcgibb 
Contact Method
mcgibbj@hotmail.com 
Contact Rating
Top 10% 

Your Rating: 

Technical Skill 3

A NT Support Engineer may need to collect, report, analyze, and recommend solutions for such things as error messages, alerts, listings, or performance issues that result from a system crash (BSOD) using diagnostic tools, error reporting systems, and a thorough understanding of diagnostic messages. Please recall your best example of using this technical skill in a challenging situation. 

Result
Acrobat Exchange was causing Dr. Watson to make a house call on all of our NT Workstations. Shortly after he would pay a visit we would then get a blue screen of death. Unfoutunatly I can't claim credit for a solution, but I did find a work around. Instead of letting it crash when it wanted to, I found a specific set of circumstancs when it would crash. By initiating a crash right away for one reason or another we wouldn't get a BSOD and the application stations would resume normal operation. 

Potential Follow-up Probes

Recency
Jan 1996 
Frequency
At least one other 
Confidence
Over 50% confident 

Name of Contact
Audra Oldham 
Contact Method
Rubicon Temp Agency, Colorado Springs, CO 
Contact Rating
Top 20% 

Your Rating: 
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Technical Skill 4

A NT Support Engineer may need to design and troubleshoot such things as large, multiple-domain, NT environments using a clear grasp of the single master domain model. Please recall your best example of using this technical skill in a challenging situation. 

Result

Potential Follow-up Probes

Recency
Frequency
Confidence

Name of Contact
Contact Method
Contact Rating

Your Rating: 

Technical Skill 5

A NT Support Engineer may need to recover or rebuild such things as NT systems following a disaster situation using system backup facilities and processes. Please recall your best example of using this technical skill in a challenging situation. 

Result

Potential Follow-up Probes

Recency
Frequency
Confidence

Name of Contact
Contact Method
Contact Rating

Your Rating: 

Michael Altig 
e.ssessor 
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General Skill 1. Maintain Customer Relationships

A successful NT Support Engineer is dedicated to maintaining long term customer relationships.
Recall the time when you extended the most effort to maintain a positive customer relationship. 

Result
I was able to automate a job that previously took a crew of 39 people. The same job took 6 to run at peak efficiency. 

Actions
These results were for internal customers only, however in the larger picture the Air Force was our biggest customer. During this time I was a system adminstrator, but after this accomplishment I was promoted to Field Engineer. Our focus and goal was to convert paper documents into fully searchable PDF files. The system that was originally designed took 3 shifts of 17 people plus a few 'floaters' to accomplish this task. The system was incredibly inefficient and there were too many man hours being wasted. As a result my project was losing money hand over fist, but I still had the requirements for the Air Force. It was either lose money and continue or make money and continue. I designed a system where most of the tasks were automated. As a result the new system only required six individuals and more work was completed. I ended up taking a project that was doomed into a project that became the benchmark standard for document conversion in several organizations. 

Potential Follow-up Probes
What was your organization, department and position title at this time?
Who was the customer that you worked to maintain? How much was this account worth historically?
How did you discover that extra effort was needed to maintain the account?
What actions did you take? How did the customer respond? How much will they buy this year?

Recency
Mar 1997 
Frequency
This is the only one 
Confidence
Over 50% confident 

Name of Contact
Audra Oldham 
Contact Method
Rubicon Temp. Services, Colorado Springs, CO, Imaging specialist/assistant admin 
Contact Rating
Top 20% 

Your Rating: 
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General Skill 2. Problem Analysis

A NT Support Engineer needs to effectively analyze important problems or issues before deciding on a course of action.
Please recall the time when your careful analysis of a situation proved most helpful to your organization. 

Result
Our organization was able to switch ISPs with a minimum amount of downtime. 

Actions

Potential Follow-up Probes
What was problem and when did it first show up?
How did you decide to analyze this problem?
What steps did you take to analyze the problem? By when?
What specific costs could have arisen without your action?
What did you do to ensure your recommendation was considered?

Recency
Dec 1998 
Frequency
This is the only one 
Confidence
Over 99% confident 

Name of Contact
John Mcgibb 
Contact Method
mcgibbj@hotmail.com 
Contact Rating
Top 1% 

Your Rating: 

Michael Altig 
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General Skill 3. Uncover Underlying Needs/Issues

A highly effective NT Support Engineer in the Computing Technology (hardware & services) industry discovers the underlying needs/issues of others.
Please recall the time when your ability to tactfully probe a customer or peer's initial position helped you discover an important issue that wasn't immediately obvious. 

Result
I was able to identify several problems with VPN system documentation and bring possible solutions to management. 

Actions

Potential Follow-up Probes
Who was the other person and what was the purpose of your conversation?
What was the other person s initial viewpoint or position?
What questions or probes did you use to reach a deeper level of understanding?
Describe the importance of the deeper insight you reached. How do you know that?

Recency
Jan 2000 
Frequency
From 3 - 5 others 
Confidence
Over 50% confident 

Name of Contact
Robert Gates 
Contact Method
Robert.Gates@lmco.com 
Contact Rating
Top 30% 

Your Rating: 
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General Skill 4. Adaptive Resilience

Shifting customer and management priorities require that a successful NT Support Engineer adjust smoothly and quickly.
Please recall a major shift in priority that you handled most effectively -- yielding positive results for your organization and yourself. 

Result
I convinced management to let us rebuild our Access databases to make them more efficient and Web friendly. 

Actions
I was tasked to document every possible item in several ground based satellite tracking stations. I was accessing an access database via a form that was cumbersome and poorly designed. All this documentation was for the Air Force because they were closing one of their tracking stations and needed a 'cookie cutter' list of everything that went into these sites. When I saw what kind of form I had to work with, I immediatly contacted management about it because it allowed for only one record to be entered at a time. In reality, since about 90% of the items were the same or similiar enough, I could do 1000s instead of 100s a day. Of course management was skeptical about such a vast improvement, but when I showed them exactly where the time was being saved, management and the Air Force agreed that my plan was the best plan. 

Potential Follow-up Probes
What priority was shifting? From what to what?
How and when did you first detect that this change was coming?
What did you do to prepare for the change?
What obstacles did you face to your initial plans or preparations?
How did you make the most of this situation?

Recency
Apr 1996 
Frequency
At least two others 
Confidence

Name of Contact
Everyone that was there is gone now and I have no ide 
Contact Method
Contact Rating

Your Rating: 
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General Skill 5. Product/Service Knowledge

The broader the familiarity that a NT Support Engineer has for our full range of service or product offerings, the quicker and easier it is to add value for customers.
Please recall the time when knowledge of your organization's products and/or services was most helpful. 

Result

Actions

Potential Follow-up Probes
What were the products or service lines involved?
How did you broaden your knowledge beyond the ones you knew initially?
Who was the customer or coworker involved in this instance?
How did your knowledge lead to achieving the objective?
What was the payoff from achieving this objective? How did you track it?

Recency
Frequency
Confidence

Name of Contact
Contact Method
Contact Rating

Your Rating: 

Michael Altig 
e.ssessor 
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General Skill 6. Stability Under Stress

There are times when a NT Support Engineer has to deal with the stress of strong opposition, frustrated customers or coworkers, multiple competing demands or work overload.
Please recall the most stressful situation you have faced that best prepared you for this line of work. 

Result

Actions

Potential Follow-up Probes
What elements of the situation led to the stress?
When did you first sense that this situation could be very stressful?
What actions and thought processes did you go through to deal with the situation?
What impacts did your actions have on the situation?
What did you learn from this? Describe your best application of that learning.

Recency
Frequency
Confidence

Name of Contact
Contact Method
Contact Rating

Your Rating: 

Michael Altig 
e.ssessor 
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General Skill 7. Attention to Detail

A NT Support Engineer often checks over his/her own work as well as the work of others.
Please think back to the most significant oversight or error that you managed to catch in time to prevent major damage. 

Result

Actions

Potential Follow-up Probes
What was the oversight? How did it get made?
How did you notice the error/oversight in this instance?
What could have happened if this error was not caught?
What did you learn from this situation?
Please briefly describe your best use of that learning.

Recency
Frequency
Confidence

Name of Contact
Contact Method
Contact Rating

Your Rating: 

Michael Altig 
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General Skill 8. Organizational Commitment

We value a NT Support Engineer who can offer a strong personal commitment to our organization's success.
Please recall the greatest personal sacrifice you made to support the success of your employer's (or volunteer) organization. 

Result

Actions

Potential Follow-up Probes
What situation facing your organization called for you to make this sacrifice?
How did you prepare yourself for this situation?
What personal benefits or considerations did you sacrifice in this instance?
How valuable were your actions for your organization?
Did anyone notice your actions? Who? What did they say?

Recency
Frequency
Confidence

Name of Contact
Contact Method
Contact Rating

Your Rating: 

Michael Altig 
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General Skill 9. Follow Through

It is important to follow up on projects and assignments to ensure effective and profitable outcomes.
Please recall your most valuable example of a time when you carefully followed up to make sure things were done right. 

Result

Actions

Potential Follow-up Probes
What was the project or assignment you were planning?
What was your role in the project? When did you do first to prepare the plan?
What documents or planning tools did you use to record the plan?
How did you follow through to ensure the plan was implemented?
What revisions did you need to make once underway? How did they work out?

Recency
Frequency
Confidence

Name of Contact
Contact Method
Contact Rating

Your Rating: 

Michael Altig 
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General Skill 10. Respond to Questions

The NT Support Engineer responds to questions engagingly with answers that are clear, complete, and comprehendible.
Please recall your best example when taking some extra time to provide a really satisfying answer produced an important result. 

Result

Actions

Potential Follow-up Probes
What was the question you were asked? Who asked it?
What about this question required a carefully thought-through answer?
What extra steps did you take in this case to make sure the answer fully responded to the question?
How did you assess the importance of having an accurate and complete answer?

Recency
Frequency
Confidence

Name of Contact
Contact Method
Contact Rating

Your Rating: 

Michael Altig 
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General Skill 11. Seek Corrective Feedback

A successful NT Support Engineer seeks out and acts on feedback from peers, supervisors, customers or friends.
Please think back to the time when you asked a colleague, supervisor, or customer for feedback that resulted in the most important improvement in your performance. 

Result

Actions

Potential Follow-up Probes
What was your role at the time? What task or process were you performing?
How did you seek out the feedback? What did you say first? How did the other person respond?
What actions did you take in response to the feedback?
How did your performance improve following the feedback? How long did that improvement last?

Recency
Frequency
Confidence

Name of Contact
Contact Method
Contact Rating

Your Rating: 

Michael Altig 
e.ssessor 
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General Skill 12. Communicate Technical Content

It is often necessary for a NT Support Engineer to communicate technical information to others.
Please think back to your best example of communicating technical content to a non-technical audience. 

Result

Actions

Potential Follow-up Probes

Recency
Frequency
Confidence

Name of Contact
Contact Method
Contact Rating

Your Rating: 

Michael Altig 
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General Skill 13. Seek 'Win-Win' Conflict Resolution

A successful NT Support Engineer identifies and promotes solutions to conflicts that are fair to all parties involved.
Please recall the time when your ability to identify and implement a truly win-win solution was most effective in helping your organization to achieve an important long-term goal. 

Result

Actions

Potential Follow-up Probes

Recency
Frequency
Confidence

Name of Contact
Contact Method
Contact Rating

Your Rating: 

Michael Altig 
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General Skill 14. Handle Customer Complaints

There are times when a NT Support Engineer in the Computing Technology (hardware & services) industry faces challenging customer complaints.
Please recall the most challenging customer complaint you managed to a positive outcome. 

Result

Actions

Potential Follow-up Probes
Who brought the complaint? What was the complaint about?
How did you first hear about this complaint? How did you assess it%9s importance?
Please detail your initial and then next steps in handling the complaint.
How did the complainer/s react at first? What was their longer term response?

Recency
Frequency
Confidence

Name of Contact
Contact Method
Contact Rating

Your Rating: 

