Interview Questions
· Don’t just use the questions as an opportunity to gather facts

· Encourage people to tell stories – and then write the stories down.

· STORIES not just facts

1. Name   Janice Martinez  (female)
2. Demographics:  White, Divorced, 40s, no children
3. Where do you work?  At a Credit Union

4. What is your job title?  Loan Officer
5. How long have you worked there?  7 years
6. What hours do you work?  8:30-5:30 sometimes more  Too much – prefer 8 not 9 hrs minimum
7. How did you get this job?  
Found it on a web site  (worked as a Branch Manager at another credit union – used the web site devoted to credit unions.)
8. How do you spend your days?   (e.g. what did you do yesterday?)
Yesterday I got three car loans ready to fund – e.g. talked to members, got paperwork in order
Spent time on phone with dealers and with members

Someone else does first mortgages 


But I do equity loans

9. Describe a typical encounter with other people – a meeting with a client or with co-workers.
In person or over the phone, say I’m doing a car loan.  Their car was totaled and they’re waiting for a check for say $7000.  I ask them how much they want to borrow and then I fill out a computer credit report and get their FICO, look at their paystubs.  Then I decide if they qualify.  (No, I don’t have to check with anyone else; I make the decision).  Maybe then I’ll give them a qualifying letter to take to the dealer.

Some of my work is more like counseling, though.  Say they come in for a personal loan (which is 15%) I might ask them if they own their own home because a home equity loan has only a 7.5% rate.  So I saved them money. 

Other times you can tell when people really don’t understand the car buying process. So I will counsel them.  Like, “never pay the sticker price” or “go to a reputable dealer…I kind of figured out who the dealers are you can’t trust…I tell them to go to a “franchise dealer” rather than the lot on the corner.”

10. What do you like best about your job?  (Tell me a story when something like that happened)

Helping members make financial decisions, you know, giving them alternatives and making suggestions.
11. What do you like least?  (Tell me a story about that happening)

Some of my co-workers.  (had to press her to get her to elaborate, then she told story)


Everyone in the credit union knows that walk-ins come first (even before members on the phone) because they took the time to come in.  So if I’m dealing with a walk-in and someone else walks in, I’ll tell the woman who is support staff for our department to start the new person on what they need.  But she’ll say, “Can’t you do it”  She doesn’t understand the priorities, that the walk-in has to come first and she does not want to be told what to do.  Some people are just stubborn.
12. Do you ever see co-workers socially?   (for example?)

See below
13. What do you typically do for lunch?  Desk, out with coworkers?

I typically have lunch in the kitchen and we’ll talk.  
Every Friday I’ll go out with the girls, places like this Mexican restaurant.

14. How do you get to work?  How long does it take?  Do you carpool?

Drive every day (rarely car pool)
Usually takes an hour each way.

What do I do for the ride?  Usually listen to the radio, mostly rock stations
15. Do you ever think about work when you are at home?    (example?)

Hard to leave it at work all the time.  
Think about what I need to do tomorrow or maybe realize I forgot something.

16. Does your job ever cause you to worry?  About what?

In the past I did, now not so much

I used to have a million phone calls and management used to push us to do 20 loans a day.  Now it’s a lot less. But they used to tell we had to process all these loans before we left for the day.  And we could not have any overtime.  There was no way you could do it all.  So I used to sneak work home sometimes just to stay on top of things.  But now since we got a new president they don’t push us so much.

17. If you could change anything about your job, what would it be?  And why?  (stories)

Closer to home
I hate traffic.  I listen to the radio, flipping stations.  Sometimes I listen to the WAVE or other times to Classic Rock.  

18. Are you paid enough?

No…we get really small raises…like 5%...that’s not gonna make a difference
19. What did you do in your previous job(s)?

Branch Manager of a credit union.  I had lots of people working for me.  But after awhile I worked my way up to the top of the pay scale and they realized they could get rid of me and hire someone in their twenties for half my salary.  They had this downsizing and let go seven of us managers all at once.
20. What do you enjoy doing with your leisure hours?   (tell stories)

Movies
Go out to dinner

TV – like “According to Jim” (a comedy) it’s great because my Jim is like the Jim on TV except the Jim on TV lives for the Bears and mine is for the Packers.  They had this one where Jim Belushi’s baby would only sleep with a Packers football and he kept trying to sneak in a Bears ball and every time he did the baby would cry.  I called my Jim in to see it because it was just like something he would do.



-- watch mysteries on Lifetime
21. Are you involved in any organizations or activities outside of work?

a. e.g. volunteering 

b. How did you get involved?



I do events for Jim (her Jim runs an organization).  Like this weekend I was at the registration table on Saturday.  One of the perks is that sometimes I get to go places when he travels, like to New York.  
20. Do you go to church?      Where?    For how long?    



La Verne Heights Presbyterian Church



Since Jim and I got together, 1999

22. Anything else I should know about you?

I spend a lot of time working on my house – esp yard work – and doing errands

I also take care of my mom.  You know, go by her house in Alhambra on Saturdays and do stuff like balance her check book and take her to dinner. 

