
Checkout Operator interview questions
careertips.com.au: common questions and what they're really testing

What to expect
Interviews for checkout operator roles are usually short and practical, focused on reliability, customer
manner and comfort handling money and a register rather than technical depth.

• Behavioural: Questions about past experience with customers, teamwork and handling pressure,
usually answered with a specific example.

• Process: Questions checking you understand the mechanics of the role, such as balancing a till or
processing a return.

• Scenario: Hypothetical situations at the register, such as a payment dispute or an unattended
queue, to see how you'd respond in the moment.

• Safety and security: Questions about till security, cash discrepancies and following store
procedure to protect stock and money.

Most checkout interviews run 20 to 30 minutes, one-on-one with a store or department manager. Expect
a few quick questions on availability and reliability, then behavioural and scenario questions about
customer service and cash handling. Some retailers add a short practical component, such as a
walk-through at the register or a role-play with an interviewer acting as a customer.

1. Tell me about a time you dealt with a difficult or upset customer at the
checkout.
Why they ask
Checkout staff are the last point of contact before a customer leaves the store, so managers want to see
you can defuse a situation without escalating it or holding up the queue.

How to structure your answer
Use STAR: describe the Situation and Task briefly, focus most of your answer on the Action you took,
and close with the Result, including how the customer left the interaction.

Example answer

“A customer once came through my register convinced an item had scanned at the wrong price. I
stayed calm, apologised for the confusion, and asked a colleague to quickly check the shelf price
while I kept processing the rest of their order. It turned out the shelf tag hadn't been updated after a
promotion ended, so I honoured the lower price and flagged it to my supervisor so the tag got fixed.
The customer left happy and I didn't need to call the manager over.”

2. Walk me through how you'd balance a till at the end of a shift.
Why they ask
This checks you actually understand the till reconciliation process and take cash accuracy seriously, not
just that you've heard of it.

How to structure your answer
Answer as a step-by-step walkthrough in the order you'd actually do it, from closing the register to
reporting the result.

Example answer

“I'd close the register to stop any more transactions going through, then count the cash drawer in note
and coin denominations, recording the total against the system's expected figure. I'd separate out
EFTPOS and any other tender types using the till reconciliation report. If the numbers match I sign off
and prepare the cash drop; if there's a discrepancy I recount once before reporting it to my supervisor
with the amount and my shift details, rather than trying to adjust anything myself.”



3. A customer's card is declined but they insist the payment went through on
their end. What do you do?
Why they ask
Payment disputes happen often and managers want to see you can hold a firm, polite line without
guessing or giving away stock.

How to structure your answer
Talk through your judgement under pressure: what you'd say to the customer, what you'd check, and
when you'd involve a supervisor.

Example answer

“I'd stay polite but clear that our terminal shows the payment didn't go through, and suggest they
check their banking app or try the card again in case it was a temporary network issue. I wouldn't
release the goods on their word alone. If they became insistent or upset I'd call my supervisor over to
confirm the terminal status and handle it from there, since it's not something I'd want to resolve on my
own judgement.”

4. How do you handle a long queue building up when you're the only one on
checkout?
Why they ask
Single-staffed registers are common in quieter shifts, and managers want to know you can prioritise
without cutting corners on accuracy or service.

How to structure your answer
Give a short scenario response covering what you'd do immediately, and how you'd flag the problem if it
kept building.

Example answer

“I'd keep working through customers at a steady pace rather than rushing and making scanning or
change errors, and I'd acknowledge people waiting with a quick 'thanks for your patience' so they
know they haven't been forgotten. If the queue kept growing I'd press the call button or ask a nearby
colleague to open a second register or come help bag items, rather than letting it build to a point
where customers got frustrated.”

5. What would you do if your till came up short at the end of a shift?
Why they ask
This tests whether you follow procedure under an uncomfortable situation, which matters for till security
and trust.

How to structure your answer
Answer as a straightforward procedure: what you'd check first, then who you'd tell and what information
you'd give them.

Example answer

“I'd recount the drawer once to rule out a counting mistake, then check if there were any till slips or
void transactions I might have missed recording. If it was still short I'd report it straight to my
supervisor with the exact amount and a rundown of what happened during my shift, rather than trying
to cover the gap myself or wait until someone noticed.”

6. Tell me about a time you recommended a product or add-on to a customer.
Why they ask
Even at the checkout, staff are expected to mention relevant promotions or products, so this checks
your comfort with light selling without being pushy.



How to structure your answer
Use STAR, keeping the focus on how you read the customer before suggesting anything.

Example answer

“A customer was buying ingredients for what looked like a barbecue, so I mentioned we had a
two-for-one deal on drinks near the front registers that day. They hadn't noticed it and grabbed an
extra pack on their way out. I only mention things when they're relevant, since customers can tell
when a suggestion is just a script.”


