
TRAINING SCENARIOS
“Call-Taking Simulations”
	
SCENARIO DESCRIPTION

	Learners will participate in a role-playing scenario where the instructor (or designee) will play a caller reporting one of several identified incidents.  A learner will be selected to be the call-taker and asked to use both primary and secondary line of questioning. Both role players will interact and demonstrate call-taking techniques to the rest of the learners.
Instructions:

· Instructor will provide a scenario to the caller.

· Time will be provided to role play the scenario.

· At its conclusion, the instructor will facilitate an understanding of interview techniques; use of primary and secondary questioning and the differences thereof, for each call type used.
· 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

	Learners will learn the differences between primary and secondary lines of questioning and apply the appropriate questioning techniques in order to categorize the incidents accurately.


	
VARIATIONS

	· None


	
RESOURCES NEEDED

	· Easel chart and markers or whiteboard

· Dispatch simulator (StarZ) or other means of simulation, hand held radios, etc.
· Call-Taking Simulations Scenario Scripts (examples attached).
· Sufficient time to role play and review.  (This is not an exercise to be rushed.)


	SOURCE

	Cokie Lepinski, Master Instructor, Marin County Sheriff’s Office


Call-Taking Simulation Scenarios

Each of the following types of calls should be simulated in this exercise. There are two scenarios for each item listed here.

A. Criminal (felony, misdemeanor, infraction, ordinance) (Scenarios #1-#4)

B. Traffic  (Scenarios #5 and 5A)

C. Alarms (Scenarios #6 and 6A)

D. Medical (Scenarios #7 and 7A)

E. Fire (Scenarios #8 and 8A)

F. Haz Mat (Scenarios #9 and 9A)

G. Evacuations (Scenarios #10 and 10A)

H.  Civil (Scenarios #11 and 11A)




SCENARIO # 1 (Criminal – felony #1)
I don't believe this, I just went out to go to work and my car is gone.  I just don't believe this.  I'm going to be late to work.  Someone took my car!  I got home last night about midnight and went right to bed.  I woke up this morning running a little late for work, went outside and it is gone.  My wife is here.  She didn't hear anything, neither did I.  We have our keys.  I usually park it in the garage because it is a classic.  I bought it new.  It is a 1965 Ford Mustang refinished in the original color "Aztec Brown".  I was in a hurry last night and didn't put it in the garage.



SCENARIO # 1A (Criminal – felony #2)
I’ve just been robbed! I own a jewelry store at 1234 Madison and a guy with a gun just came and held me up. He smashed my jewelry cases and took off with a lot of diamond rings, earrings and bracelets. I’m okay, but he did fire his gun at the ceiling when he first came in. He ran down the block toward Franklin.



SCENARIO # 2 (Criminal – misdemeanor #1)
Earlier today, at school, this kid hit me. I’m afraid of him and don’t want to go back to school. I’m 14 and my name is Billy. He picks on me all the time.





SCENARIO # 2A (Criminal – misdemeanor #2)
There are two kids over at Warren High School and they are spray painting graffiti on the walls of the gym. I think my son might know them because he goes to Warren High.



SCENARIO # 3 (Criminal – infraction #1)
Would you please send someone up here? I live on a very narrow street and we have this continual problem with cars parked in such a way that there is no way a fire truck could pass through. Tonight there are two cars here. I want them towed!



SCENARIO # 3A (Criminal – infraction #2)
I’m sick of this! I pay my taxes and I’m sick of others who don’t. My neighbor has this car that he has owned for at least 3 years. He has had paper plates on them ever since he got the car. He parks it on the street. Doesn’t he have to have a license plate with registration tabs?



SCENARIO # 4 (Criminal – ordinance #1)
This is Mrs. Jones. I live across from Teaberry Park. There’s a group of kids in the park and there’s an ordinance that they are not supposed to be there after 8pm because the park closes then.



SCENARIO # 4A (Criminal – ordinance #2)
I think there is someone living in this motor home that is parked at the end of my street. It’s been there for three weeks and I see lights on at night in the motor home, that’s why I think someone is living in it.



SCENARIO # 5 (Traffic #1)
Someone is going to get killed out here with all these speeding vehicles. Every morning these mothers drop their kids off at school. They are the worst! They double park, and then speed down the street. I demand action be taken!



SCENARIO # 5A (Traffic #2)
Every night, during the commute rush, the commuters are using our quiet little street as a way to escape the freeway traffic. Most of them run the stop sign and tonight, the last four cars in a row ran it. Can you send an officer out to monitor our intersection here at Miller and Baker?



SCENARIO # 6 (Alarm #1)

This is Acme Alarm, I have a silent alarm for you. It’s a burglar alarm at the Jones residence, 123 Maple St. The point of activation is the front entry door.



SCENARIO # 6A (Alarm  #2)

My neighbor’s alarm is going off. I don’t think they’re home, I believe they are on vacation. It started sounding about 10 minutes ago.



SCENARIO # 7 (Medical #1)

I think my mom is having a heart attack! She’s clutching her chest and not breathing very well. She had a bypass surgery three months ago.



SCENARIO # 7A (Medical #2)

A little kid just got hit by a car. He was riding his bicycle and got side-swiped. He is lying in the street and bleeding from his head. The driver of the car is here and he is administering first aid.



SCENARIO # 8 (Fire #1)

The hill behind my house is on fire! It’s only about 300 yards from my house!





SCENARIO # 8A (Fire #2)

There is a dumpster on fire behind the Safeway Store. It’s putting up a lot of black smoke.



SCENARIO # 9 (Hazmat #1)

This is the Dixie School District, one of my school bus drivers says that his busload of grade school kids are complaining of being nauseous and dizzy. He stopped his bus at the intersection of Sunset and Gloria.



SCENARIO # 9A (Hazmat #2)

A big rig just overturned on the freeway! It looks like it is carrying some type of chemical that is leaking and now there is a cloud rising from the rig!



SCENARIO # 10 (Evacuation #1)

This is Johnson Fire Department Battalion Chief Ricketts. We have a fully involved apartment fire at 1670 Fresno Avenue. We need police to evacuate the two surrounding complexes at 1650 and 1690.



SCENARIO # 10A (Evacuation #2)

Our roof to our dining area just collapsed here at the convalescent hospital! No one is hurt, but we’re afraid the structure is unstable and we need to get everyone out. Can you help us?



SCENARIO # 11 (Civil #1)

I sold a car last year to this guy who was supposed to pay everything off by last month. He never made the last two payments and I want my car back! I sold it to him for $10,000 and he has only paid me $8,000.



SCENARIO # 11A (Civil #2)

My landlord has locked me out of my apartment. All my stuff is inside. I need my clothes. He doesn’t have any right to do that does he? What can I do? I’m only 2 days late and I start work tomorrow. He’s always doing weird things like that. Can he do things like that? Last week, he walked right into the apartment while I was fixing dinner.
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