
TRAINING SCENARIOS
“TRAINING THE TRAINER”
	
SCENARIO DESCRIPTION

	Learners will be given specific scenarios to problem solve.
Instructions:

· Divide the class into groups.

· Give each group a scenario.

· Instruct the groups to select a scribe and spokesperson.  The scribe will take notes and spokesperson will report the group's findings to the rest of the class.

· For each scenario, instruct the group to identify the issue and come up with a method to resolve the issue.

· Allow the group no more than five minutes per scenario, have each group report their findings to the class.

· Facilitate discussion after each report.
· 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 exercise will challenge the learners to identify problems and come up with a solution.


	
VARIATIONS

	· None


	
RESOURCES NEEDED

	· Pre-written scenarios (examples attached)
· Time:  approximately 20 to 30 minutes


	SOURCE

	Rosanna McKinney, Master Instructor
Santa Cruz Consolidated Communications


	Scenario 1:

	
	

	Your trainee receives a call from an abusive, angry caller.  The caller screams, “What the hell is wrong with you guys, you are never in my neighborhood when I need you!  You’re a bunch of lazy-assed idiots!”  

Your trainee responds by becoming angry and yelling back.  “You have no right to talk to me that way!  Now if you have a problem, I can’t help you until you calm down and quit yelling at me.”

	

	

	Scenario 2:

	
	

	Your trainee receives what appears to be a routine call from a man stating he is having a seizure.  As your trainee is responding to the caller, another dispatcher breaks into the line and tells the caller they are going to send a deputy.  The dispatcher later explains that she recognized the caller as a man who shot at a paramedic six months ago on a similar call.

	

	

	Scenario 3:

	
	

	Your trainee receives a call from an irate citizen demanding the curb in front of his house be painted red so people parking there do not block his view.  He irrationally tells the trainee, “I am a retired doctor and an upstanding member of this community.  I want your name and badge number!”

The trainee refuses to give their name or badge number.  The caller demands to speak to the supervisor.  The trainee refuses this request also insisting there is nothing that can be done.  The trainee loses their temper and hangs up on the caller.

	

	

	Scenario 4:

	
	

	The trainee receives a call from a person who said they heard a loud explosion outside their house.  They ran outside, checked and ran back to call in.  "There was a car accident in front of the house.  The car hit a power pole and a wire is down across the car.  I think the guy inside is trapped.  The wire is popping and cracking and shooting sparks all over!"  

The trainee instructs the caller to notify their local utility company and does not completed incident for the traffic accident.

	

	

	Scenario 5:

	
	

	One of your co-workers is angry about a call your trainee took.  Apparently the trainee didn't get all the pertinent information because the caller had very limited information.  Your co-worker yells across the room, "What the shit does this mean?  I need more information and I needed now!"

	

	

	Scenario 6:

	
	

	Your trainee dispatches a burglary in progress to two officers.  The primary officer is rude and angry because the trainee wasn't giving him the information fast enough.  The trainee becomes rude and abrasive right back at the officer.

	

	

	

	Scenario 7:

	
	

	Your trainee is taking calls and receives one for a robbery in progress.  The trainee decided to yell the call across the room to the dispatcher since it would be quicker.  The call is not routed to the radio dispatcher first.  The radio dispatcher becomes irate and tells the trainee to "Route the dammed call!"

	

	

	Scenario 8:

	
	

	You and your trainee are coming on duty and relieve the previous dispatcher on the radio.  Thirty minutes into the shift, the trainee discovers the previous dispatcher forgot to put the officer on a call she dispatched to him.  When the officer calls in to update his status and request a case number, the trainee doesn't know his location and says, "I don't have you on a call."  The officer feels this has put him in jeopardy and he responds angrily, "What do you mean you don't have me on a call?  What the hell are you guys doing over there?"  The trainee starts crying and says it's not her fault.

The next day the trainee runs into the dispatcher who made the error.  The dispatcher aggressively tells the trainee, "I heard you have a problem with a call I dispatched last night."  The trainee’s lip begins to quiver and you know they are about cry again.

	

	

	Scenario 9:

	
	

	You trainee is being criticized and harassed by several veteran dispatchers who think trainees are worthless until they prove themselves.  Several of them barely speak to the trainee and when they do it is negative and critical.  While you are present, one dispatcher makes a loud, negative comment to another dispatcher about a call the trainee routed to them that was incomplete.

	

	

	Scenario 10:

	
	

	Your trainee receives a 9-1-1 hang up.  Policy states you must call back to see if something is wrong.  The trainee calls the residence and when a male answers, they state, “Someone just dialed 9-1-1 and hung up.  Is there an emergency?”  The person on the phone gets belligerent and argumentative insisting that they have no idea what you are talking about.  “I just dialed a number and miss-dialed, so I hung up.  But nobody here called 9-1-1.”

The trainee becomes argumentative, insisting someone had to have called 9-1-1 because they got the phone number and address.

	

	

	Scenario 11:

	
	

	The Communications Center is working a major fire and several engines have been dispatched.  Quite a few calls come in reporting the fire and perhaps other fires in the same neighborhood.  Your trainee answers another line and the caller states, "We know 9-1-1 is not the appropriate number to call, but we were wondering what was going on with all the fire engines in our neighborhood?"  The trainee responds by demeaning them over the phone saying, "9-1-1 is for emergencies only.  This is not an emergency and you will have to look up for non-emergency number in the phone book and then call it."

	

	

	Scenario 12:

	
	

	Your trainee receives a call from a cellphone stating the car ahead of them has a broken taillight and they noticed paper and plastic being pushed out.  During the phone conversation, they noticed fingers poking out of the taillight.  The trainee tells them there is nothing city police can do.  They will have to hang up and call the Highway Patrol.  The trainee abruptly disconnects the caller.

	

	

	Scenario 13:

	
	

	Your trainee receives a call about a rape, which just occurred, and the suspect may still be in the area.  The victim is hysterical.  The trainee accidentally disconnects the caller when routing the incident to the dispatcher.  When attempting to call the reporting party back, 9-1-1 rings and the trainee picks it up thinking it might be the rape victim.  Instead, it is a male caller stating that someone has been stealing mail from his mailbox.  When the trainee advises him to call the seven digit non-emergency number to report this, he becomes irate.  The trainee adds "9-1-1 is an emergency line and I have to take care of a rape victim."  The caller than states," Well, I feel my call is just as important.  Having mail stolen out of your mailbox is like being raped and violated."  The trainee continues to be argumentative with the caller escalating it into a screaming match.

	Scenario 14:

	
	

	Your trainee receives a call from a male who is whispering and slurring his words as if drunk.  The trainee initiates a call for a drunk person.  The caller than states, "I need an ambulance.  Some people have been shot."  Your trainee questions the caller further discovering this is a home invasion robbery. The apartment manager and his son heard noises, came and were shot by the robber, who was in turn shot by the caller, who is the resident.  The caller states, "Three people were shot, the manager his son and (something unintelligible sounds like niece)."  At no point has the trainee updated the call.

	

	

	Scenario 15:

	
	

	The trainee dispatches a cold burglary call to the beat officer.  Another officer answers up for the call stating that the beat officer is down several reports and they will handle it.  But the beat officer states he is caught up with his paperwork.  A third officer says he will handle the call indicating both of the previous officers will be getting off-duty in a short period of time.  By the end of these exchanges, the trainee is unsure exactly who will be responding.  Confused, the trainee puts the wrong unit on the call.  The trainee has made no attempt to clarify who is doing what and when questioned they shrug their shoulders and state, "I'll figure it out when they tell me who's on scene."

	

	

	Scenario 16:

	
	

	The trainee is working a 9-1-1 phone position.  The night has been and continues to be hectic.  An officer calls in on a business line and indicates they are at headquarters doing follow-up on a warrant arrest they made earlier in the evening.  The subject is in custody in the holding facility and the officer wants the trainee to make several calls for him.  First, call juvenile probation to determine if the subject has any warrants out of the area.  Second, run the subject through the warrant system under three aliases that they found out about during questioning.  Third, call surrounding agencies to find out what prior contacts they might have had with the subject.  Finally, check the motor vehicle system to determine what, if any, vehicles are registered to him and be sure to check the aliases also.  The officer then tells the trainee to call him back in either the report writing room or the coffee room when he has the answers.  Throughout the instructions by the officer, the phones continue to ring and the trainee is becoming increasingly backed up on their duties.

	

	

	Scenario 17:

	
	

	Your trainee dispatches a robbery in progress call to two units.  The cover unit radios in to advise he cannot make it because he is stuck in traffic.  Soon after, the primary unit arrives at the location and states angrily, "Where is this guy supposed to be now?  Where's my backup?"  The trainee did not make any attempt to send a cover unit.
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