Interviewing Techniques Role Play
This exercise gives you an opportunity to practice to OARS techniques for interviewing a client.  The subject of the interview and the goals will remain the same for each pair of participants, but the personality type of the client will change each time.

Background
The consultant has been engaged by the CIO of ABC Industries to assist in a project related to a Customer Relationship Management (CRM) system.  The client has already determined that a CRM system would help improve the effectiveness of its sales staff, but has not yet decided whether to develop the system internally or to lease and customize a packaged CRM system from any of several vendors including Siebel, Oracle, and SAP.  

ABC Industries sells a variety of parts and supplies to companies in the auto industry.  As such, all its customers are businesses.  ABC currently sells through a variety of channels:  A printed catalog (also available on CD), a website, a small number of “retail” locations that are accessible only to business customers, an 800 number call center, indirect sales through the channels of larger suppliers (such as W.W. Grainger) who sell a much wider variety of materials, and, for the top 15 largest customers, with a dedicated sales team physically housed at the customer’s manufacturing facility.
Interview Subject

The interview subject is the VP of Sales for the dedicated sales team. 
Goal of the Interview
This is the first meeting between the consultant and the VP.  The purpose of the meeting is to decide whether the requirements of the dedicated channel should be included in the evaluation of the available package solutions.  The consultant principal objective is to identify just how different the dedicated team’s activities are from those of the other channels.

VP of Sales #1
You are skeptical about the true purpose of the project, and believe that it is possible the consultant has really been brought in to determine if the dedicated sales teams should be discontinued.  So on the one hand you don’t want to be left out of the software selection process, but at the same time you don’t want to say anything that could be construed as ammunition that the dedicated teams aren’t worth their higher costs.  You are devoted to your team and see your role as protecting them from the senior executives and their hired guns.
You should start out suspicious and defensive, but if the consultant does a good job of reassuring you, you can confide your concerns to him/her.

VP of Sales #2
Unknown to anyone else, you have already done your own assessment of available software and are convinced that the package solutions won’t work for the dedicated sales team.  You want to do whatever you can to make certain that the evaluation phase of the project ends with the conclusion that a custom solution is the only way to go.

You should start out answering every question in a way that communicates indirectly that the dedicated sales team’s requirements are unique.  If the consultant picks up on this and reassures you that your needs will be adequately considered, you can confess that you’ve already looked at the packaged software and concluded it won’t work.  If the consultant really earns your trust, you can admit that your evaluation was largely superficial and you’re willing to work with him/her on doing it “right.”

VP of Sales #3
Consultants make you nervous—they are paid to be smart, and you are defensive about the fact that you don’t have a college degree but worked your way up from the warehouse to your current position.  What’s more, you don’t have the slightest idea what “Customer Relationship Management” software even is, and you’re afraid even to ask for fear of being exposed as “out of it” or “behind the times.”
You should start out being highly confrontational—you’re very busy, you don’t have time for staring at the corporate naval, etc.  You’re not even willing to answer questions unless the consultant reassures you that the project is directly relevant to your work and is being undertaken in part to make your life easier, save you time, increase sales for your team, etc.

If the consultant really earns your trust, you can admit that you don’t really have any experience with software development projects and aren’t even sure what CRM is, and would like to know more before proceeding with the interview.
VP of Sales #4
You are very excited about the prospect of a CRM system, and have been thinking about your requirements for months already.  But you have a hard time sticking to the subject, and given an open-ended question followed by silence you get very nervous and just talk on and on, about anything, listing all your requirements in inappropriate detail, talking about your kids, your favorite sports team, etc.  Basically you need to be calmed down enough to think about your answers before you give them, and to make certain that you’re giving the information the consultant is looking for at this stage, but you won’t do that unless the consultant earns your trust.
As soon as you get your first open-ended question, take off!  Keep babbling when given a chance until the consultant admits he/she is having trouble following you, and tries to restate what you’ve said as a way of showing you how incoherent you are.  If the consultant does so in a way that is accepting, you can calm down a little.  If she/he really earns your trust, you can admit that you’ve already developed a complete set of requirements and are ready to give them to the consultant—but only when the time is right to do so.
