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Rath agreed. “If you focus solely on 
resume strength or filling the spot as 
quickly as you can, you are not valuing 
the process,” she said. “Identifying and 
attracting talented people who fit your 
culture … will ultimately pay dividends 
for you well into the future.”

Situational questions help employers 
get at how people think. “A good situ-
ational question gets you an answer about 
their involvement on teams, what do they 
value in an organization,” said Uden. “Do 
their values match our values? Fit is about 
the organization’s values.”

Great Clips created an interview guide 
for its salon managers to use when hiring 
stylists. “Our questionnaire is designed 
with questions and answers to look for,” 
said Uden. Great Clips also uses assess-
ments that gauge a candidate’s personality 
fit and their customer service aptitude.

At Autobell Car Wash, Chief Operating 
Officer Carl Howard said the organization 
looks for the cream of the crop in its 65 
full-service locations in North Carolina, 
South Carolina, Georgia and Virginia. 
“We want the best of the best — not just 
among car wash people,” Howard said. 
“Our employees would be the best of every 
other service-oriented business. They have 
got to have the servant attitude.”

When hiring store managers, Autobell 
only hires from within. “We look for attri-
butes of a manager among the crews that 
we have,” Howard said. “We’re able to 
get a good, long look at them before we 
promote them into a management posi-
tion.” Once someone has been identified 
to move into a management position, they 
attend several modules of in-class training, 
but the real test is in the field. “Once the 
managers have completed their classroom 
time, they go to another store and work 
under the supervision of a district man-
ager,” Howard said. “We want to make 
sure that we’re promoting the right fit for 
our company. That extra set of eyes will 
give us an opinion on whether a person 
is the right fit.”

Rath agreed that there should be an 
emphasis on hiring the right leaders for 
the company. “There should always be an 
emphasis on getting the right leaders in 
place,” she said. “Their behaviors become 
the organizational values. However, com-
panies often take shortcuts when hiring 
the frontline-level employees. What a 

mistake! That’s where you have the cus-
tomer experience.”

Hiring the right frontline employees 
also leads to potential success in the 
future. “There is incredible value in keep-
ing your leaders homegrown, and that 
often begins on the frontline,” Rath said. 
“Talent can and should be identified at 
every level.”

Uden said the Great Clips salon owners 
who get it are the people who know how 
important fit is and spend a significant 
amount of time on it. “They’ll do mul-
tiple interviews and have candidates meet 
with multiple team members,” Uden said. 
“There is a direct correlation between 
salons that run well with employees who 
have the technical skills and the fit on 
the team.”

employees create the 
customer experience

For Great Clips, Uden said you can feel 
the “fit” as a customer when you walk into 
the salon. “I walk into some of our salons 
and it feels just like walking into the bar 
‘Cheers’ — people are laughing, customers 
are having a good time,” Uden said. “You 
just feel it.”

What happens when that feeling is less 
than stellar?

“How many times have you walked into 
a restaurant and you’re trying to engage 
with the waiter, but you can tell they don’t 
like their job?” Rath asked. “The customer 
experience is clouded. No matter how good 
the food and environment are, the waiter 
didn’t make that experience delighting. 
We’ve found in our research that frontline 
individuals who fit the organization and the 
role are two to three times more productive 
than the average or low performers. The 
low-performers were the result of an orga-
nization taking a shortcut, thinking they 
don’t need as much talent there. It’s vital 
that they have the right individual taking 
care of their clients.”

makinG a choice
When you don’t have the right fit, 

employers have a decision to make.
“Fit is the hardest thing to fix,” said 

Uden. When stylists come out of cosme-
tology school, they have the foundation 
for the technical skills required to do the 
job. If those technical skills aren’t perfect, 
salon owners and managers can work with 

the stylists to improve. “Oftentimes fit is 
the ‘something’ you can’t fix,” Uden said. 
“Making someone fit is like trying to fit a 
square peg into a round hole.”

Howard of Autobell agrees. “When you 
try to put a square peg in a round role, it 
inevitably won’t work,” Carl said. “It won’t 
work for the company, the customers or the 
employee.” Autobell’s philosophy? “We try 
to hire slowly to have the best fit we can 
possibly find, and fire quickly if we have 
to,” said Howard.

Rath recommends organizations con-
sider recasting. “Is this person a better 
fit in another role?” Rath said. “Maybe 
the person isn’t good with customers but 
would be good in a support service role.” 
Rath shared a story about a health care cli-
ent Talent Plus had recently worked with. 
Talent Plus helped the company to assess a 
particular job candidate for a nursing posi-
tion and highly recommended her. The 
nurse was placed in an emergency room 
nursing role, and it was quickly apparent 
to her and the organization that she wasn’t 
a good fit. The organization went back to 
Talent Plus to ask what had gone wrong. 
When Talent Plus reviewed the nurse’s 
assessments, it showed she had a low score 
for resourcefulness, a trait highly neces-
sary in ER situations. Talent Plus recom-
mended the organization recast the nurse 
into another area. The organization did 
just that, moving the nurse to their acute 
care unit. In only a year’s time, she was 
named employee of the year. While her 
technical skills matched the emergency 
room role, her “fit” for that role was off 
— she was the square peg in the round 
hole. As soon as she found her square hole, 
it “clicked.”

When you’re looking to fill positions, 
be conscious of not only the person’s 
skills and experience, but also how they’d 
fit with your team and your customers. 
Hiring the right employees from the 
beginning can lead to success — not 
only in your business’ immediate future, 
but also in the long-term, as those high-
performing frontline employees today 
become your organization’s top-level 
leaders tomorrow.    


