
TRAINING SCENARIOS
“EFFECTIVE LISTENING SCENARIOS”
	
SCENARIO DESCRIPTION

	Learners will explore techniques for effective listening and training delivery methods.
Instructions:

· Select two learners from the class to role play.
· Identify one as the trainer and one as the trainee.  Distribute the appropriate scenario to each.

· Give them a few minutes to read the scenario and formulate how they will handle it.

· Have them role play the scenario in front of the class.

· When finished, discuss the scenario.  What went well?  What could have gone better?  

· 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 various techniques for effective listening and improved methods for training delivery.


	
VARIATIONS

	· Change trainer to supervisor and these scenarios can be used in a supervisor course.


	
RESOURCES NEEDED

	· Scenario scripts (samples attached)
· Time:  10-15 minutes per scenario


	SOURCE

	Rosanna McKinney, Santa Cruz Consolidated Communications and Master Instructor


ROLE PLAY SCENARIOS

EFFECTIVE LISTENING SKILLS
SCENARIO A:

Trainer:  
Your trainee frequently does not answer units on the radio when they call.  There is no pattern to when they do, or do not answer.  You have recorded the radio traffic and want the employee to review it.  You suspect the trainee has a hearing problem.  You are bringing the employee in to review the tape, their evaluation and discuss the problem.

SCENARIO A:

Trainee:
Your trainer is accusing you of not answering units on the radio when they call.  No matter how hard you try, you cannot please your trainer.  You feel their comment about you not answering the radio is untrue.

As your trainer discusses this with you, do not speak unless asked a direct question and then give a sarcastic response because you’re tired of being harped at.  Look everywhere except at your trainer.  Fidget with your jewelry.  Cross your arms and legs.

You cannot believe they think you are not answering units.  You didn’t do anything wrong.  Of course, you want the trainer’s feedback so go ahead and let them give it to you.  

SCENARIO B:

Trainer:  
You have given your brand new trainee an assignment to make flash cards for the list of penal codes you gave them two weeks ago.  Your intent was to help the trainee memorize the penal codes that would frequently be used in the course of their duties.  They have not done it.  You are preparing to give the trainee their daily observation report and it is not favorable because they have failed to complete assignments.

When the trainee comes in and sits down, you stand up. Move close enough to the trainee to make them uncomfortable while you are speaking to them.  Speak directly to the trainee emphasizing your points with finger-pointing.  Glare at them.  You realize brand new trainees know absolutely nothing about law enforcement and you convey that feeling to the trainee.

SCENARIO B:

Trainee:
Your trainer gave you an assignment two weeks ago to make flashcards from a list of penal codes.  You have not completed the assignment because you felt it was childish.  You felt you could learn the codes as you use them.  

As your trainer discusses this with you, tell them you think the request was stupid and childish.  You remember talking about it, but you know Jane hasn’t learned them either and she started two weeks before you did.
SCENARIO C:

Trainer:  
You have been assigned a trainee for the last 3 weeks.  They are in their last phase of radio training and due to be released soon.  However, you have observed the trainee does not have basic dispatching skills.  They do not know their CAD commands; they are slow to respond to unit’s when they call; and fail to complete unit requests in a timely manner, if at all.  You have frequently had to move the trainee aside and catch them up before officer safety become a more serious issue.

You are preparing to discuss this problem with the trainee and review the night’s daily observation report, which is not favorable.

SCENARIO C:
Trainee:
Your trainer is preparing to discuss your daily observation report.  You know the report will not be favorable because the trainer continually pushes you aside and takes over the channel.  

As your trainer discusses this with you, let them know you never have a chance because they keep pushing you away.  You know you can do the job if you are given a chance but they are not getting that chance.
SCENARIO D:

Trainer:  
You are filling in for another trainer who is off sick.  The trainer did not brief you on their trainee’s progress.  You observe this trainee breaking down and crying easily when they get a little busy.  You are preparing to review the day’s work with the trainee.

SCENARIO D:
Trainee:
Your trainer is preparing to discuss your daily observation report.  It was a very busy day and you became frustrated easily and near tears several times.  Regardless, you held your own and felt you did a pretty decent job.

Your “tears” are also compounded by the fact you are experiencing some marital problems at home but you do not want to reveal that to your trainer.
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