
TEACHING TECHNIQUES
“TURNAWAY”
	
TECHNIQUE DESCRIPTION

	To challenge each learner to synthesize information provided by a caller and condense it into a clear, concise and brief statement.
Instructions:

· After the learner takes a call, have them turn around, face you (and not the computer screens), and give you a brief statement of what happened.  

· Discuss what information is valid for the call and what is not.

· Have the learner compose the comments for the call.

· Follow up with discussion of any corrections or additional information, such as updates, formatting descriptions, etc.


	
KEY LEARNING POINTS

	The learner will develop an understanding of how to synthesize information into brief statements.  As the learner gains experience and knowledge, the trainer should begin notice they have to make fewer corrections to the learner’s statements.


	
VARIATIONS

	· Pre-printed incidents, tapes of recorded calls and tape player, may also be used, if desired.  

· Technique can easily be adapted to “off-the-floor” training as well.


	
RESOURCES NEEDED

	· Tapes of recorded calls and tape player, if desired.

· Pre-printed copies of the incident entry screen or use of CAD for call entry, if desired.


	SOURCE

	Greg Marr, Senior Dispatcher, Santa Cruz Consolidated Communications
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