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Five ways to hire employees who will stay i
longer, complain less and produce more |

By Monica Wofford

The interview was going well. Sally had the look, spoke well, and Bill
thought she would get along well with the other team members. Her

resumé showed even more experience in the industry than he really
thought she needed. He hired her. Six months later, after hours of
training, days of coaching and a ream of documentation, he was letting

her go

Bill, like many managers, had conducted interviews for years. And after
an all-day session of back-to-back interviews, he had missed a few key
points from Sally's interview. She had the background, had a way with
words, but had she displayed the right attitude? She came up with an
answer to all of his questions, but how would she perform? And how
could he possibly know? Simple. Well, sort of. All interview candidates
seem to go to “interview school.” They have the answers down pat to

questions like, “What are your weaknesses?" and, “Why did you leave
your previous job?” You have to look deeper, and you need specific

techniques to do so.

1. Hire for attitude instead of skill

Paul owned a PR company and had been in the business for 20 years i
He could teach almost anyone how to call a radio station. What he had
also learned is that, when hiring representatives from other agencies, he
had to spend hours un-training all their old habits. If you are looking to
hire a skilled worker, hire a person with the kind of personality you think |
that position will need. Do you need a go-getter with a love of people
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PDQ’'s Webinars Expand
Educational Topics

PDQ Manufacturing offers free
online educational “Lunch 'n’
Learn” Webinars to wash owners
and operators, as well as to
anyone wanting to learn about the
vehicle wash business. The
Webinars are held on Tuesdays at
noon, Central Standard Time, and
last about an hour. Topics vary
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In Bay Automatics and a high self-esteem? Look for these characteristics, rather than from week to week, but are each . As an owner,

someone who has years of specific experience. You can teach skills, but | presented and facilitated by a a approximately how

you cannot as easily teach someone to overcome rejection and surly PDQ h d

customers, for example. It is the attitude that will help someone outlast many hours do you

problems; it is the attitude that will cause a person to readily learn new spend each week at
your car-care center (or
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2. Assign a task in the interview

Put your candidate on the spot. Avoid the same old questions; ask him

to do the job right then and there. If your vacancy will be answering the
phones or accepting payments, role-play a difficult customer and see

how your candidate responds. If you are hiring a service writer, have him |
greet you as if you were a customer. See how many questions he asks

before just taking your order

3. Pay attention to the past

Maybe your candidate has had years of experience, and has even |

received many awards for her work. But how much do you think she will
question your assignments if they are different from what she is used to?
Perhaps the candidate who has worked in a completely different industry
— but who can demonstrate to you an open and willing attitude toward

hard work, learning and customer service — might actually need less

training

4. Try story time

Asking closed questions in an interview limits creativity and gives

candidates a 50/50 chance of getting the right answer. Do you only want
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Fatality at Carwash Deemed a
‘Freak Accident’

Police in Lincolnton, N.C.,
classified a death a Petro Express
Car Wash as a “freak accident.”
Jolynn Banner, 59, was trying to
punch in a code by opening her
door and standing inside to reach
the pad. “We think that her foot
slipped off of the brake and she
couldn't reach it in time,” Ted
Mankowski, Lincoln County EMS
Operations
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Phoenix Carwash Holds Benefit
for Stain Officer

Danny's Family Carousel Car
Wash, on Tatum Boulevard in
Phoenix, raised about $40,000 at a
benefit wash to raise money for
the family of a police officer who
was killed in the line of duty in
July. Danny's washed about 1,400
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a 50/50 chance that they'll stay and be productive? Try asking
interviewees to tell you a story: “Tell me about a time when you and a
team of coworkers met a goal and received recognition.” Then listen to
the story for hints on how they prefer praise, how they get along with
others, how they share credit with co-workers, or whether they bad-
mouth their boss. Also, “listen” to their body language and look out for
creative story telling. Much is revealed when a person tells you a story,
and the story will almost always be true; most people can't make up
those kinds of details on the fly.

5. Ask for passion

This one must be done delicately. After you have asked your standard
questions and tested for skills that you need, find what this person —
whom you are about to entrust with a job — cares about. Whether you
provide her with a profile or merely ask the question, the results are
immediately revealing. For example, Melissa was hiring a salesperson.
She thought she had found a match. All the questions had been
answered with ease, and the candidate's background suggested she
had the attitude and make of a great salesperson — until Melissa
casually asked, “What is it that you absolutely love to do?” The
candidate looked her straight in the eye and said, “I absolutely love to
type.

I love to see if | can beat my own typing speed record and enter more
information than anyone else can.” Today, this candidate doesn't do
sales with Melissa, but she is one of the best administrative data clerks
she has ever seen, and both Melissa and the employee are happy.
Many candidates don't know who they really are, but most know what
they like to do. Make sure it is what you are hiring for.

Hiring is tricky, and getting the right person in the right job can be a
downright complicated gamble. We make matters worse by using the
same old formulas that even the candidates know, and by looking at
experience that may not matter. Try to keep in mind that finding the right
person for the job is far more important than finding a person to fill the
job. Want more work? Then keep filling jobs with people who think they
know it all or just tell you what you want to hear. Want more productivity

i

cars, and thousands of people
came out to wash their vehicles or
simply donate money to the family.
The .
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Congress Plans to Fund S-CHIP
Through Cigarette Tax Hikes

On August 1, the U.S. House of
Representatives voted to passed
an expansion of the State
Children’s Health Insurance
Program (S-CHIP), despite
objections from Republicans and a
veto threat from President Bush.
The expansion would provide an
extra $47 billion to the program
during the next five years. The
funding would come from a
cigarette tax, among other things —
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and a long-term team? Then spend more time learning about the person !

rather than reading his or her resume

Monica Wofford, president of Monica Wofford
International Inc., is a certified CORE coach and
trainer. She, along with the 12 coaches she leads,
helps people determine who they are, how to work
with others, and what their gifts are. Wofford has
more than 17 years of leadership experience, and
she provides training in leadership, service and
confidence that helps business owners impact their
bottom line. She is the author of “The Type A Myth,”
“Contagious Leadership,” “Contagious Confidence”
and “Contagious Customer Service.” She can be
reached at 866.382.0121 or www.monicawofford.com.
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Liguid Highway
LIQUID HIGHWAY: Putting some culture into the carwashing
experience By Danielle Anselmo Read more.

TOC The Top 50 Carwashes

August 15th, 2007 The Top 50 Carwashes The Top 50
Carwashes in the United States Shur Kleen Car Wash Lacey,
Wash. Beacon Bay Auto Washes Costa Mesa, Calif. Crystal Car
Wash Kalamazoo, Mich. EI Segundo 5-Min. Express Carwash
Inglewood, Calif. Mr. P's Car Wash Flint, Mich. Liquid Highway
Car Wash Mount Pleasant, S.C. Kwik Car Wash Parker, ...
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Autobell: Giving something back By Danielle Anselmo Read
more...
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Mister Car Wash: A commitment to continuous improvement By
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WCA 2007 Expands to Include
Detailing

This year, the Western Carwash
Association will include a detailing
pavilion and detail workshops on
the show floor of the upcoming
expo — for the first time ever. The
pavilion will include some of the
major manufacturers and suppliers
to the detail industry, according to
Bud Abraham, WCA director and
chair of the detail program. An all-
day detail educational program ...
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