
TRAINING SCENARIO
“supervisor -- employee effective listening”
	
SCENARIO DESCRIPTION

	Learners will be given a scenario to role-play.  Classmates will observe the scenario.  Instructor will facilitate discussion about what occurred in the scenario
Instructions:

· Two people will be selected from the class.  One will be given the role of supervisor and the other will be given the role of employee.

· The supervisor and employee will review their instructions.  When ready they will role-play a short script as described in the scenario.

· Classmates will observe the scenario.

· When the scenario is completed the instructor will facilitate discussion about what occurred in the scenario, focusing on effective listening skills.
· 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 identify techniques for effective listening and the action to take to improve communications.


	
VARIATIONS

	· Scenarios may be altered to fit specific needs as desired.


	
RESOURCES NEEDED

	· Scenario scripts (examples attached)
· Easel pad, paper and markers

· Time:  approximately 10 minutes per scenario


	SOURCE

	Rosanna McKinney, Master Instructor, Santa Cruz Consolidated


 SUPERVISOR -- EMPLOYEE EFFECTIVE LISTENING SCENARIOS

	Scenario a:
	

	
	

	Supervisor:
	A dispatcher frequently does not answer units on the radio when they call.  There is no pattern and is to when they do or do not answer.  You have recorded the radio traffic of such instances and want employee to review it.  You have now called the employee and to discuss the problem.

	
	

	
	

	Employee:
	Your supervisor is accusing you of not answering units on the radio when they call.  No matter how hard you try, you cannot please this supervisor.  You feel their comment about you not answering the radio is untrue, after all you are a veteran dispatcher with five years experience and know better.
As your supervisor discusses this with you, do not speak unless asked the direct question and then give a sarcastic response because you're tired of being harped at.  Look everywhere except at your supervisor.  Fidget, cross your arms, cross your legs, and fiddle with the paper, etc.

You cannot believe they think you're not answering units.  You know you didn't do anything wrong.  Of course, you want to supervisor's feedback so go ahead and let them give it to you.


	Scenario B:
	

	
	

	Supervisor:
	You gave your employee an assignment to develop a list of commonly used Penal Codes two weeks ago.  Your intent was to help post the list for other employees having problems.  The employee selected is very good at knowing their Penal Codes.

When the employee comes in and sits down, you stand up.  Move close enough to the employee to make them uncomfortable while you're speaking to them.  Speak directly to the employee emphasizing your points with finger-pointing.  Convey the feeling to the employee that you cannot trust them to do a simple job.

	
	

	
	

	Employee:
	Your supervisor gave you an assignment two weeks ago to make a list of commonly used Penal Codes.  You did not complete the assignment because you felt was childish.  As your supervisor begins to discuss this with you, tell them you think the request was stupid and childish.


	Scenario C:
	

	
	

	Supervisor:
	You have an employee who constantly does just the minimum amount of work to get by. You know this but have never really addressed the problem.

Yesterday you spent most of the day in court to testify as to the authenticity of a tape.  The first time you heard the tape was in court.  The case involved a security guard calling in a drug deal that was going down in a store parking lot.  This particular employee took the call, asked very vague questions and when the caller could not appropriately answer them told him "that's okay we really don't need that information."

As a direct result of the tape recording, the suspects were acquitted because no description was ever obtained.  You have decided to take action about this "lazy" the employee.  You have called the employee into your office to speak to them.

	
	

	
	

	Employee:
	Your supervisor has called you into the office to speak to you.  You have no ideal why.  You really don't care what the supervisor wants, you just want to do your job and collect your paycheck.

Maintain a prevalent "I don't care" attitude.
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