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What to expect

The interview for an Electorate Officer typically assesses your ability to handle constituent enquiries,
communicate effectively and manage competing priorities. You may be interviewed by the Member, the
Chief of Staff or a small panel.

» Process: Questions about how you would handle common tasks, such as managing a constituent
enquiry or drafting correspondence.

* Behavioural: Questions asking for examples of how you have dealt with difficult clients or managed
competing demands.

» Scenario: Hypothetical situations that test your judgement, such as handling an upset constituent
or a sensitive issue.

e Technical: Questions about your understanding of parliamentary processes, policy research or
record-keeping systems.

* Client-facing: Questions on how you communicate with diverse constituents and maintain
confidentiality.

Interviews are usually conducted in person at the electorate office or via video call. They often involve a
panel of two or three people, including the Member or their senior staff. You may be asked to complete
a short written exercise or a practical task, such as drafting a response to a constituent letter.

1. Walk me through how you would handle a constituent enquiry that comes
in by phone.

Why they ask

This tests your ability to follow a clear process, from greeting to resolution.

How to structure your answer
Use a step-by-step walkthrough: greet the constituent, listen actively, record details, clarify the issue,
explain next steps and timeframes, and follow up.

Example answer

“First, | would answer the phone professionally, using the office greeting. | would listen carefully to the
constituent's issue, taking notes on the key points. | would ask clarifying questions to ensure |
understand the problem. Then | would explain what | can do to help, such as escalating the issue to a
government agency or drafting a letter on their behalf. | would record the enquiry in the constituent
management system and let them know when they can expect a response. Finally, | would follow up
within the promised timeframe to confirm resolution.”

2. Tell me about a time you had to deal with a difficult or upset client.
Why they ask
This assesses your interpersonal skills and resilience under pressure.

How to structure your answer
Use the STAR method: Situation, Task, Action, Result.

Example answer

“In my previous role as a customer service officer, a client called in very upset about a delay in their
application. | listened without interrupting, acknowledged their frustration, and apologised for the
inconvenience. | then took ownership of the issue, contacted the relevant department, and arranged a
priority review. | kept the client informed with daily updates until the matter was resolved. The client



later wrote to say they appreciated my help, and the issue was resolved within three days instead of
the usual week.”

3. A constituent contacts the office angry about a government policy that the
Member supports. How would you handle the conversation?
Why they ask

This tests your ability to remain neutral and professional while managing a potentially tense interaction.

How to structure your answer
Show judgement under pressure: stay calm, acknowledge their feelings, listen, explain the Member's
position respectfully, and offer practical assistance.

Example answer

“I would remain calm and let the constituent express their views fully. | would acknowledge their
concern and thank them for contacting the office. | would explain that the Member has a particular
position on the policy but that | am there to help with any specific issues they are facing. | would ask if
there is a particular case or problem | can assist with, such as connecting them to a relevant agency
or providing information. If they remain upset, | would offer to pass their feedback to the Member and
ensure they receive a follow-up.”

4. How would you research and draft a response to a constituent's letter
about a local issue?

Why they ask
This evaluates your research, writing and attention to detail.

How to structure your answer
Describe a systematic approach: understand the issue, gather information from reliable sources, check
parliamentary guidelines, draft clearly, and seek review.

Example answer

“First, | would read the constituent's letter carefully to identify the key issues and any specific
questions. | would then research the topic using parliamentary intranet, government websites and
relevant legislation. | would check any previous correspondence with the constituent in our records.
After gathering facts, | would draft a response that is clear, accurate and empathetic, following the
office's style guide. | would then have a senior staff member review the draft before sending it, to
ensure it aligns with the Member's position and parliamentary protocols.”

5. How would you adapt your communication style when dealing with
constituents from diverse backgrounds?
Why they ask

This assesses cultural awareness and flexibility in communication.

How to structure your answer

Use self-awareness and examples: explain how you adjust tone, language and approach based on the
individual.

Example answer

“l always start by listening to understand the constituent's needs and preferred way of communicating.
If someone has limited English, | would speak clearly and avoid jargon, and | might use an interpreter
service if needed. For older constituents, | might take extra time to explain processes. | also ensure
that written communication is plain and accessible. In my previous role, | successfully assisted a
refugee family by using simple language and involving a bilingual community worker, which helped
them get the support they needed.”



6. How do you manage your time when the office is busy with multiple
enquiries and community events?
Why they ask

This tests your organisational skills and ability to prioritise.

How to structure your answer
Explain your prioritisation method, tools you use, and how you communicate with the team.

Example answer

“| start each day by reviewing urgent enquiries and upcoming events, prioritising those with tight
deadlines or vulnerable constituents. | use a task list in Outlook and flag any items that need
immediate attention. If | am responsible for an event, | break it down into steps and set reminders. |
also communicate with my colleagues about workload so we can support each other. In a previous
role, | managed a particularly busy period by triaging calls and delegating where possible, which kept
response times within our targets.”



