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What to expect

Interviews for Welfare Worker roles assess your ability to work with vulnerable clients, handle complex
situations, and maintain accurate records. You can expect a mix of behavioural and scenario-based
guestions, along with discussion of your technical skills and understanding of compliance.

» Process: Questions about how you approach tasks like needs assessment or case planning.

» Behavioural: Questions asking for examples of past experience, such as advocating for a client.

» Scenario: Hypothetical situations that test your judgement under pressure, such as a client in crisis.
e Technical: Questions about your experience with case management systems and software.

* Client-facing: Questions about building rapport and trust with clients.

» Compliance: Questions about privacy, mandatory reporting, and record keeping.

The interview is typically conducted by a panel of two or three people, including a supervisor and a HR
representative. It may start with introductions, then move to a mix of behavioural and scenario-based
guestions. You might be asked to complete a written case note exercise. The interview usually lasts 45
to 60 minutes, with time for your questions at the end.

1. Can you walk us through how you assess a new client's needs and
develop a case plan?

Why they ask

This process question tests your understanding of core casework steps and how you prioritise
information.

How to structure your answer
Walk-through: describe the steps in a logical order, from initial contact to plan development. Include how
you gather information, identify risks, and involve the client.

Example answer

“When a new client comes in, | start by building rapport and explaining my role and the limits of
confidentiality. | then conduct a needs assessment using a structured tool, covering housing, health,
income, and safety. | ask open-ended questions to understand their story and identify immediate
risks. Based on that, | work with the client to set goals and develop a case plan. | make sure the plan
is person-centred, so it reflects what the client wants to achieve. | also schedule a review to monitor
progress and adjust as needed.”

2. Tell me about a time you had to advocate for a client who was not getting
the support they needed.

Why they ask

This behavioural question assesses your advocacy skills and ability to navigate systems on behalf of
clients.

How to structure your answer
STAR: describe the situation, the task, the action you took, and the result. Focus on your specific role
and the outcome.

Example answer

“A client was eligible for a housing transfer due to a medical condition, but the application was stalled.
| reviewed the paperwork and found that supporting documentation from a specialist was missing. |
contacted the specialist's office, obtained the letter, and submitted it to the housing authority. | then



followed up weekly until the transfer was approved. As a result, the client moved into suitable
accommodation within two months.”

3. Imagine a client becomes agitated and threatens to leave the service. How
would you handle the situation?

Why they ask

This scenario question tests your ability to de-escalate and maintain safety while keeping the client
engaged.

How to structure your answer

Judgement under pressure: stay calm, ensure safety, use de-escalation techniques, and try to
understand the client's concerns. Show empathy and problem-solving.

Example answer

“First, | would stay calm and speak in a low, steady voice. | would acknowledge the client's frustration
and apologise if they feel unheard. | would ask what is making them want to leave and listen without
interrupting. If they are a risk to themselves or others, | would follow our safety protocol, which might
include calling for a colleague. | would offer a break or a drink of water to give them space. My goal is
to help them feel safe and respected so we can continue working together.”

4. What experience do you have with case management systems like
Penelope or CIMS?

Why they ask
This technical question checks your familiarity with tools used for record keeping and client tracking.

How to structure your answer

Describe your experience directly, including any training, and give an example of how you use the
system to support your work.

Example answer

“I have used Penelope for two years in my previous role. | was trained on the system during induction
and became proficient in entering case notes, updating client records, and generating reports. | used
Penelope to track referrals and monitor client progress. | also helped train new staff on basic data
entry. | am confident | can quickly learn CIMS or any other system you use.”

5. How do you build trust with clients who are reluctant to engage with
services?

Why they ask
This client-facing question explores your interpersonal skills and ability to overcome barriers.

How to structure your answer

Explain your approach: empathy, consistency, non-judgement, and practical steps. Give a brief example
if possible.

Example answer

“I start by being consistent and reliable. | turn up when | say | will, and | follow through on small
commitments. | use a non-judgemental tone and listen more than | talk. | let the client set the pace
and don't push for information they are not ready to share. | also try to find common ground, like a
shared interest, to build rapport. Often, trust grows when clients see that | am genuinely there to help
them achieve their own goals.”

6. How do you ensure you meet privacy and mandatory reporting
requirements in your case notes?

Why they ask



This compliance question tests your knowledge of legal and ethical obligations and attention to detail.

How to structure your answer
Outline your understanding of the relevant legislation and how you apply it in practice. Mention
accuracy, timeliness, and security.

Example answer

“I am aware of the privacy principles and mandatory reporting laws that apply to my work. In my case
notes, | record only what is necessary for the client's support and avoid including sensitive information
that is not relevant. | note any disclosures that trigger mandatory reporting, such as risk of harm to a
child, and follow the correct procedure to report. | write notes promptly after each session and store
them securely in the case management system. | also make sure clients understand the limits of
confidentiality at the start.”



