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The STAR Method — Worked Example
How to answer: "Tell me about a time you dealt with a difficult customer."

S

SITUATION
Set the scene — where, when, context.

EXAMPLE:
"I was working as an account manager at a logistics firm. One of our biggest clients was threatening to leave after a series of
missed delivery deadlines."

T

TASK
Your specific role — what were YOU responsible for?

EXAMPLE:
"It was my responsibility to manage the relationship and find a solution before we lost the contract — worth around £200k
annually."

A

ACTION
What YOU did — say I not we. This is the most important part.

EXAMPLE:
"I arranged an emergency call with their MD, owned the mistakes directly rather than making excuses, and proposed a dedicated
delivery slot. I also worked with our ops team to build a real-time tracking dashboard just for their account."

R

RESULT
The outcome — use numbers wherever possible.

EXAMPLE:
"They stayed. Over 6 months their satisfaction score went from 4/10 to 9/10 and they increased their contract by 15%."

PRO TIPS
Keep your answer to 90 seconds — practise it out loud beforehand.

Prepare 5-6 STAR stories before any interview. Most questions can be answered with the same ones.

Always end on the Result — don't trail off. A strong finish is what they remember.
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