
Rental Sales Agent interview questions
careertips.com.au: common questions and what they're really testing

What to expect
Interviews for Rental Sales Agent roles focus on how you handle customers, process rentals and keep
track of stock. Employers want to see that you can explain terms clearly, solve problems on the spot,
and stay organised when the counter gets busy.

• Customer service and sales: Questions about greeting customers, identifying their needs,
upselling or suggesting the right hire item, and explaining rental terms in plain language.

• Process and systems: Questions that walk through rental agreements, payments, deposits, and
using booking software or POS systems.

• Problem solving and conflict resolution: Scenarios about damaged returns, late items, or
unhappy customers, and how you keep your cool while following policy.

• Inventory and attention to detail: Questions on checking items in and out, spotting damage,
maintaining display areas and keeping booking schedules accurate.

• Safety and compliance: For equipment or vehicle hire, employers may ask how you ensure
customers know how to use items safely and how you follow WHS and Australian Consumer Law.

Typically a single interview with the branch or store manager, sometimes preceded by a short phone
screen. The conversation often moves from your customer service experience to scenario questions
where you walk through a rental transaction or a difficult return. Some employers ask you to
demonstrate using their booking system or POS, or to complete a short practical task like processing a
mock rental agreement.

1. Can you walk me through how you would process a rental from greeting
the customer to the item leaving the store?
Why they ask
This tests whether you understand the end-to-end rental process and can follow it consistently under
pressure.

How to structure your answer
Walk-through: greet and identify needs, check availability and suggest alternatives, explain terms and
pricing, complete the agreement, take payment and deposit, inspect the item with the customer, and
hand it over with a reminder about return conditions.

Example answer

“First I'd greet the customer and ask what they need the item for, so I can match them with the right
hire. I'd check the booking system for availability and if the exact item isn't free, I'd offer a similar one
or a different time slot. Then I'd explain the rental period, the rate, and what the security deposit
covers. I'd process the agreement, take payment via EFTPOS, and note any existing damage on the
condition report. I'd walk the customer to the item, show them how it works if needed, and confirm the
return date and any cleaning or fuel requirements. Finally I'd hand over the item and remind them to
call if anything changes.”

2. Tell me about a time you had to resolve a disagreement with a customer
about a rental charge or a damaged item.
Why they ask
This shows how you handle conflict, apply policy fairly, and keep a customer relationship intact.

How to structure your answer



STAR: Situation, Task, Action, Result. Set the scene briefly, explain what you needed to achieve,
describe the steps you took, and finish with what happened.

Example answer

“At a party hire outlet, a customer returned a marquee with a torn side panel and insisted it was
already torn when they collected it. My task was to sort out the charge without losing their future
business. I stayed calm, pulled up the condition report they had signed at pickup, and showed them
the photo we took of that panel. I explained that the damage wasn't noted, but I offered to split the
repair cost as a goodwill gesture and gave them a discount on their next hire. They accepted, and
they came back the following month for a birthday party.”

3. A customer returns a hired item that is damaged and insists it was already
like that when they collected it. How do you handle it?
Why they ask
This tests your judgement under pressure and whether you can apply policy while staying
customer-focused.

How to structure your answer
Judgement under pressure: stay calm, listen without interrupting, refer to the condition report or photos,
explain the policy clearly, then offer a fair solution or escalate if needed.

Example answer

“I'd start by listening to the customer without arguing. Then I'd ask to see the item and check our
condition report from when it went out. If the damage wasn't recorded, I'd explain that our policy is to
charge for repairs not noted at pickup, but I'd do it in a matter-of-fact way, not accusatory. I'd offer
options like a payment plan or a partial charge if it's a first-time issue, and I'd call the manager if the
customer disputes it further. My goal is to be fair and keep the relationship, while protecting the
business.”

4. What experience do you have with rental management software or point of
sale systems?
Why they ask
This checks whether you can pick up their booking and payment systems quickly and accurately.

How to structure your answer
Technical: name the systems you've used, describe the tasks you performed, and mention how you
learned them or adapted to new software.

Example answer

“I've used Rentman and Booqable for booking schedules and inventory tracking, and I've worked with
POS systems and EFTPOS terminals daily. In my last role I processed rental agreements, took
deposits, and updated return times in the system. I picked up Booqable in my first week by shadowing
a colleague and then practising with dummy bookings. I'm comfortable learning new software, and I
keep notes on any shortcuts or quirks so I don't slow down the counter.”

5. How do you keep track of multiple bookings and inventory when several
customers are waiting?
Why they ask
This tests your organisation and whether you can stay accurate when the outlet gets busy.

How to structure your answer
Describe your system: prioritise tasks, use software consistently, communicate wait times, and
double-check items before they go out.

Example answer



“I start by acknowledging everyone waiting so they know I'll be with them soon. Then I prioritise: if
someone has a booking time that's close, I grab their item first. I use the booking system to check
availability in real time, and I always scan items out so inventory stays accurate. Before handing
anything over, I do a quick condition check and confirm the return date. If I'm really swamped, I ask a
colleague to cover the phone or the counter while I finish a complex rental, so nothing gets missed.”

6. How would you upsell a customer from a basic hire to a package that
better suits their needs?
Why they ask
This shows whether you can increase the value of a rental without being pushy, by listening to what the
customer actually needs.

How to structure your answer
Sales approach: ask questions to understand the job, suggest a bundle or extra item that solves a
problem, explain the benefit, and let the customer choose.

Example answer

“I'd ask what they're planning to do and how long they expect it to take. If someone hires a basic drill
for a deck project, I might mention that a kit with extra bits and a spare battery would save them
coming back mid-job. I'd explain the package price versus hiring the items separately, and how it
reduces downtime. I wouldn't push it if they say no, but I'd make sure they know the option is there.
That way they feel looked after, not sold to.”


