Interview Questions – Position: Patient Care Coordinator (PCC)

INTRODUCTION
1. Introduce team members.
2. Tell us about yourself and why you believe you’re a good fit for our practice.
3. What type of work environment do you thrive in?
4. What interests you about working in a healthcare setting, specifically audiology?
5. What type of position are you seeking? (Full-time / Part-time)
6. We are a small private practice that values teamwork, patient-centered care, and a positive culture. We work hard but enjoy what we do. How does that align with what you’re looking for?
7. Our core values are _____________________. What do these mean to you professionally and personally?
8. We aim to grow both as a team and as a business. How do you see yourself contributing to that growth?

ADMINISTRATIVE SKILLS & EXPERIENCE
1. Walk us through your current (or most recent) role and what a typical day looks like.
2. What experience do you have with scheduling, phones, or front office coordination?
3. How do you handle managing multiple phone lines, patients in-office, and administrative tasks at the same time?
4. What systems or software have you used (EMR, scheduling tools, etc.)?
5. How comfortable are you discussing pricing, insurance, or payments with patients?
6. What is your favorite part of front office work? Least favorite?
7. What are you hoping to gain from your next role that you’re not currently getting?

MOTIVATION TO LEARN & GROW
1. Are you coachable? Can you give an example?
2. Tell us about a time you received constructive feedback. How did you respond?
3. How do you learn best when training on new systems or processes?
4. What skills are you currently working on improving?
5. How do you stay organized and continue improving in a fast-paced role?

FLEXIBILITY & ADAPTABILITY
1. This role requires multitasking constantly. How do you prioritize when everything feels urgent?
2. Tell us about a time your schedule changed unexpectedly—how did you handle it?
3. How do you handle interruptions while staying on task?
4. What excites you and what overwhelms you in a fast-paced front office?
5. When was the last time you felt overwhelmed at work? What did you do?

COMMUNICATION & PROFESSIONAL AWARENESS
1. How do you handle difficult or frustrated patients at the front desk or on the phone?
2. Tell us about a time you had to adjust your communication style for a patient.
3. How do you handle miscommunication with a coworker?
4. When do you speak up vs. when do you observe?
5. How would you suggest an improvement to a front office process?

PATIENT EXPERIENCE & SERVICE
1. What does great patient service mean to you?
2. How do you make patients feel welcomed and cared for from the first interaction?
3. How do you handle a patient who is upset about wait times, cost, or scheduling?
4. What role do you think the front office plays in patient retention?
5. How do you build trust quickly with patients?

CULTURE & TEAM FIT
1. What type of team environment helps you thrive?
2. How do you contribute to a positive workplace culture?
3. What motivates you to come to work each day?
4. What does accountability mean to you in a team setting?

SCENARIO-BASED QUESTIONS
1. A patient calls upset about a bill they don’t understand. How do you handle it?
2. You have patients waiting, phones ringing, and a provider asking for help. What do you do first?
3. A patient arrives late, and the schedule is full. How do you respond?
4. A patient is frustrated and raises their voice at the front desk. Walk us through your response.
5. You notice a scheduling error that could impact the day. What do you do?
6. A coworker is overwhelmed, but you’re also busy. How do you handle that?
7. A patient asks a clinical question you’re unsure about. What do you do?

CLOSE
1. What do you enjoy doing outside of work?
2. Favorite food?
3. Sweet or salty?
4. Favorite drink / coffee order?
5. What questions do you have for us?





























INTERVIEW SCORING RUBRIC (PCC + AA)
How to Use
Score each category 1–5:
· 1 = Red Flag
· 2 = Concern
· 3 = Acceptable / Trainable
· 4 = Strong
· 5 = Exceptional / Top Candidate

CORE TRAITS (Both Roles)
1. Coachability (Hungry, Humble, Smart)
What to listen for:
· Openness to feedback
· Ownership vs defensiveness
· Desire to improve
Red Flags:
· Blames others
· “I already know how to do that”
· No real example of feedback
5/5 Answer Sounds Like:
· Specific feedback example
· Clear behavior change
· Positive attitude toward growth

2. Communication Skills
What to listen for:
· Clear, concise answers
· Emotional intelligence
· Ability to adjust tone
Red Flags:
· Rambling / unclear
· Robotic or cold
· Avoids direct answers
5/5 Answer:
· Structured, thoughtful
· Uses examples
· Shows awareness of others

3. Culture Alignment (Integrity, Servant’s Heart, Relevance)
What to listen for:
· Service mindset
· Team-first thinking
· Personal accountability
Red Flags:
· “That’s not my job”
· Focus only on self
· Vague answers
5/5 Answer:
· Real-life examples
· Aligns naturally with values
· Demonstrates ownership

4. Adaptability / Flexibility
What to listen for:
· Comfort with change
· Prioritization skills
· Calm under pressure
Red Flags:
· Needs rigid structure
· Easily overwhelmed
· Avoids fast-paced environments
5/5 Answer:
· Gives real example
· Explains prioritization clearly
· Shows composure

5. Accountability
What to listen for:
· Ownership of mistakes
· Problem-solving mindset
Red Flags:
· Deflects blame
· Minimizes errors
5/5 Answer:
· Admits mistake
· Explains fix + prevention

2. ROLE-SPECIFIC SCORING

PATIENT CARE COORDINATOR (PCC)
6. Multitasking & Organization
Listen for:
· Systems for prioritizing
· Handling interruptions
Red Flags:
· “I just try my best”
· No structure
5/5:
· Mentions lists, triage, urgency levels

7. Patient Experience / Service
Listen for:
· Empathy
· De-escalation skills
Red Flags:
· Takes things personally
· Avoids conflict
5/5:
· Calm, structured approach to upset patients

8. Financial Communication Confidence
Listen for:
· Comfort discussing money
· Clarity without discomfort
Red Flags:
· Avoids financial conversations
· “I’d just send them to someone else”
5/5:
· Direct, kind, confident explanation style


AUDIOLOGY ASSISTANT (AA)
6. Clinical Support Ability
Listen for:
· Hands-on comfort
· Following protocols
Red Flags:
· Hesitation with technical tasks
· Fear of responsibility
5/5:
· Confident, detail-oriented, eager to learn

7. Attention to Detail
Listen for:
· Accuracy habits
· Double-check systems
Red Flags:
· “I don’t usually make mistakes”
· No system for checking work
5/5:
· Specific process for ensuring accuracy

8. Task Ownership
Listen for:
· Initiative
· Following through
Red Flags:
· Waits to be told everything
· Doesn’t anticipate needs
5/5:
· Proactive support examples

3. SCENARIO QUESTION EVALUATION GUIDE

What Strong Answers Include (Both Roles)
Look for this 4-step pattern:
1. Acknowledge emotion
2. Clarify the problem
3. Take action / offer solution
4. Loop in team if needed

Example: Upset Patient
Weak Answer:
“I’d stay calm and try to help.”
Strong Answer:
“I would acknowledge their frustration, ask questions to understand the issue, reassure them we’ll find a solution, and either resolve it or involve the provider appropriately.”

4. INTERVIEWER “CHEAT SHEET” (WHAT TO WATCH FOR)

GREEN FLAGS (Hire Signals)
· Specific, real examples (not generic answers)
· Takes ownership naturally
· Speaks respectfully about past employers
· Balanced confidence (not arrogant, not timid)
· Asks thoughtful questions at the end

YELLOW FLAGS (Proceed with Caution)
· Vague answers but decent attitude
· Limited experience but eager
· Slight nervousness but coachable

RED FLAGS (Do Not Move Forward)
· Blames others repeatedly
· Poor communication clarity
· Dismissive of patients or coworkers
· Resistant to feedback
· Low energy / disengaged

FINAL SCORING DECISION
After interview, rate:
· Average score 4.2–5.0 → STRONG HIRE
· 3.5–4.1 → HIRE WITH INTENTIONAL TRAINING
· 3.0–3.4 → BORDERLINE (only if culture fit is strong)
· Below 3.0 → DO NOT MOVE FORWARD

