
TRAINING SCENARIOS
“Critical IncidentS”
	
SCENARIO DESCRIPTION

	Learners will participate in a group exercise to determine how they would respond to a critical incident scenario
Instructions:

· Divide the class into groups. Ask each group to appoint a spokesperson.

· Give one or two scenarios to each group. Ask them to evaluate the scenario and determine how they would react.

· Give the groups 10-15 minutes to process the scenarios.

· At the end of time, have each spokesperson report on their decision.

· Comment on the findings of each group.

· Ask other class members if they have any comments or suggestions.

· Comment on the fact that role-playing is a “safe environment” and easier to deal with than a real life situation. When the real thing happens, it won’t be easy, but this will better prepare them.
· Debrief this scenario by discussing why it was done and how it relates or can be applied to real life or the job.


	
KEY LEARNING POINTS

	This scenario will challenge the learner’s reactions to critical incident scenarios in a safe environment so that they might determine what actions they would take in an actual incident.


	
VARIATIONS

	· None


	
RESOURCES NEEDED

	· Easel chart and markers or whiteboard

· Critical Incident Scenarios (examples attached)
· Time:  30 minutes


	SOURCE

	Rosanna McKinney, Master Instructor, Santa Cruz Consolidated Communications


Critical Incident Scenarios

[image: image1.wmf]SCENARIO #1 - HOSTAGE SITUATION

Your friend has just been promoted to manager at the local burger king.  One day while working, you get this call:

Your friend has called because they have noticed an individual acting strangely, wandering in and out of the restaurant.  He is wearing a heavy army jacket even though it’s 90 degrees outside.  Having attended a recent robbery prevention class with you, your friend suspects the guy is casing the place.  

While on the phone with your friend, the subject jumps over the counter and takes your friend hostage.  He says he has a gun and will kill anyone who tries to stop him.

It’s your move….
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SCENARIO #2 - SUICIDE

9-1-1 rings.  You answer it and a 7-year-old child tells you their mommy is asleep and she won't wake up.  After a few minutes of questioning, the child says there is blood on the pillow.

IT’S YOUR MOVE….
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[image: image4.wmf]SCENARIO #3 - DOMESTIC VIOLENCE

A small child calls 9-1-1 and reports that a man in the other room is hurting her mother.  You can tell that this child is very young, but you need to get information.  The child tells you that the man and his friends came into the house and were yelling and screaming.

IT’S YOUR MOVE….
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scenario #4 - SUICIDAL PERSON

It’s 3:00 a.m. on a slow night.  The business line rings and you answer it.  The person on the other end is a police officer who sounds somewhat strange.  After conversing with him for a few moments, he says that he wants to “give up on everything.”  You know he has been put on leave for emotional problems.  You try to get him to talk to his watch commander, but he says he will only talk to you.

Oh, by the way, you are the only dispatcher on duty.  Your backup called in sick.
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SCENARIO #5 - BARRICADED SUSPECT

You receive a call on 9-1-1 from an intoxicated individual who says he wants the police out to his house.  Upon asking him why, he says, “I have lots of guns so don’t ask stupid questions, send the cops now!”  Then, he hangs up.    A few seconds later, he calls back and says, “well, did you do it?”  Then he says, “look, I know how you operate.  Send the cops before it happens” and again he hangs up.
It’s your move….
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SCENARIO #6 - HAZMAT SPILL

You receive a 9-1-1 call from the payphone at a busy intersection.  The caller says, “there’s a bad accident here.  A big rig hit a dump truck.  The dump truck rolled over and the big rig jack-knifed.  It’s leaking some kind of fluid all over the road.”

IT’S YOUR MOVE ….
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SCENARIO #7 - EARTHQUAKE

It’s a fairly quiet afternoon and you have fifteen minutes left on your shift.  All of a sudden, you feel the ground start shaking beneath you and the 9-1-1 lines light up like Christmas.  You’ve just had an earthquake.  Several hours later you find out it registered 6.8 on the Richter scale.
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SCENARIO #8 - WORKPLACE VIOLENCE

9-1-1 rings.  You answer it and the caller tells you they are working in the back room of the post office and they have heard several shots fired toward the front of the building.  They are very frightened and want to stay on the line with you.  There are several 9-1-1 lines ringing.

IT’S YOUR MOVE ….
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