
TRAINING SCENARIOS
“SUPERVISOR PROBLEM SOLVING”
	
SCENARIO DESCRIPTION

	Learners will review a situation related to supervisor skills and discuss how it would be solved.
Instructions:

· Instructor will divide the class into groups.
· Each group will select a scribe to take notes and a spokesperson to report the findings to the rest of the class.

· A situation will be distributed to each group.

· Groups will have 10 minutes to come up with solutions for resolving the problem.

· 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 learners to apply problem solving methodologies to specific problems.


	
VARIATIONS

	·  None.


	
RESOURCES NEEDED

	· Easel pad, paper and markers if desired
· Time:  10 minutes for the groups and 10-15 minutes for group presentations


	SOURCE

	Rosanna McKinney, Master Instructor
Santa Cruz Consolidated Communications


SUPERVISOR PROBLEM SOLVING
Scenario #1:

A 17-year veteran has a drinking problem and just got a DUI.  Normally, they are a happy, even-tempered person while on duty.  On this particular day, several employees complain about the person "snapping" at them and crying uncontrollably.

Scenario #2:

As supervisor, you tell an employee to perform a task a specific way.  The employee thinks it should be done another way and says so.  You tell the employee no, you want it done this way and then leave.  Later you discover the employee did it their way, ignoring your direction.

Scenario #3:

Your employee recently released from training is being criticized and harassed by co-workers with seniority.  Several of them barely speak and when they do it is negative and critical.  While you are present, one senior co-worker who is on dispatch comments to another about a call the "newbie" routed that left out some information.  How do you respond to the co-worker's comments?

Scenario #4:  

An employee, who is generally very helpful, treats you, as a supervisor, in a way that you find marginalizes you.  They are standing in the door of your office waiting to ask a question.  In the presence of others, they state, "Look at you, you look like a little lost soul."  How do you handle it?

Scenario #5:

A confrontation takes place in the break room between male and female dispatchers because one feels another has been unnecessarily intruding upon calls handled by the first party.  The discussion begins to get heated, and the male dispatcher, red faced and angry, looms over the female and screams, "Well, if you knew what you were doing, I wouldn't have to intervene."  The female dispatcher in tears turns to you and states, "That's it.  I'm filing a harassment claim against you.  You're a witness to the threats and abuse I have to put up with.  You'll support me on this, won't you?"

Scenario #6:

You walk into the break room and discover tension so thick you could cut it with a knife.  The tension is over a female co-worker who has a bad attitude.  No one likes her.  People begin talking negatively about this co-worker fueling the flames of conflict.  At this point someone turns to you and says, "You've been awfully quite.  What do you think?"

Scenario #7:

On short notice, you inform an employee that he/she will be required to work overtime again tonight.  This is the third night in a row that the candidate has been held over to cover short staffing.  No other member of the staff has been asked to hold over that night, nor have any of the more senior employees been held over on any of the preceding nights.  The employee gets irate and states, "This is the third time in a row.  It’s not fair!"

Scenario #8:

You have just set the heating and lighting because of constant complaints and bickering.  When you leave the room, another employee angrily gets up, mumbles something about "not taking this anymore" and turns the lights off.  An argument begins with another employee.
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