
TRAINING SCENARIOS
“REASSURING CALLERS”
	
ACTIVITY DESCRIPTION

	Learners will identify the points in a call where they can provide reassurance to a caller in a positive manner that will promote cooperation and engender trust.
Instructions:

· Have the learner read the attached scripts.

· Discuss the times it would be appropriate to reassure caller and what should be said


	
KEY LEARNING POINTS

	The learner will develop an understanding of when it is appropriate to reassure the caller and what to say that will promote cooperation and trust


	
VARIATIONS

	· Instead of discussing the script, the trainer and learner could role play the script.   Discussion would follow.


	
RESOURCES NEEDED

	· Pre-printed scripts (examples attached).
· Time:  10-15 minutes.


	SOURCE

	Unknown


SCRIPT #1

	1. 
	Call taker: 
	9-1-1.  What is the address of your emergency?

	2. 
	Caller:
	The gas station at Fourth and Main!  A car just exploded!

	3. 
	Call taker:
	What is the phone number you're calling from?

	4. 
	Caller:
	Uh, it says 555-6522.

	5. 
	Call taker: 
	And you said a car exploded at Fourth and Main, is there anything else on fire?

	6. 
	Caller: 
	Yes!  The whole block is going to go up!

	7. 
	Call taker:
	OK.

	8. 
	Caller:
	Yes, it looked like everyone made it out OK, but please hurry.  The place is burning up.

	9. 
	Call taker:
	OK.

	10. 
	Caller:
	Sort of.  It was parked at the gas pumps.  I'm not sure what happened.  It just exploded!

	11. 
	Call taker:
	OK.  Thanks.


SCRIPT #2

	1. 
	Called Taker:
	9-1-1, where is your emergency?

	2. 
	Caller:
	I'm at main and second.  Get a cop here quick and an ambulance!

	3. 
	Call Taker:
	What's the problem sir?

	4. 
	Caller:
	There’s been an accident!  Get a car here, quick!

	5. 
	Call Taker:
	(Pause) Well, is anyone hurt?

	6. 
	Caller:
	Just get a cop here quick!  Send an ambulance too!

	7. 
	Call Taker:
	Pause

	8. 
	Caller:
	Hey!…You got a cop coming or not?

	9. 
	Call Taker:
	Yes, sir.  Ah, wait.  What about—is anyone hurt?

	10. 
	Caller:
	Jeez, just get a cop here!  What do I have to do to get a cop to an accident?

	11. 
	Call Taker:
	Well, the police will be on the way in a minute sir.  Ah…

	12. 
	Caller:
	Great!  What’s with the questions?  What else do I have to do?  When will the cop get here?


SCRIPT #3

	1. 
	Dispatcher:
	911

	2. 
	Caller:

	Listen, we have a big emergency.  I'm in 101 California on the 36th floor.  It's Petit and Martin Law Firm, and we think we have a man with a gun.

	3. 
	Dispatcher:
	We have that.  Do you have any description of him?

	4. 
	Caller:
	We haven't seen anything.  We just heard some noise, and we went outside the conference room and one of our attorneys said that somebody had a gun, so we're all laying on the floor in the conference and we're scared to death.

	5. 
	Dispatcher:
	Stay down.  We have the call, OK?

	6. 
	Caller:
	Is that all we can do, is just stay down?

	7. 
	Dispatcher:
	Stay down til the police appear.

	8. 
	Caller:
	So, what's happening…police are coming?

	9. 
	Dispatcher:
	Can't you hear the sirens?

	10. 
	Caller:
	No.

	11. 
	Dispatcher:
	They're there.

	12. 
	Caller:
	They're there?

	13. 
	Dispatcher:
	They're there real close.

	14. 
	Caller:
	I kinda don't want you to hang up until we see what happens here.

	15. 
	Dispatcher:
	OK, I can stay on the line…

	16. 
	Caller:
	OK…Are you getting a dispatch from the police or anything?

	17. 
	Dispatcher:
	Ma'am, you're like the tenth call.

	18. 
	Caller:
	Oh really?

	19. 
	Dispatcher:
	The police been out there.

	20. 
	Caller:
	OK

	21. 
	Dispatcher:
	Everyone is calling.

	22. 
	Caller:
	Everybody's scared, I guess.

	23. 
	Dispatcher:
	Yeah, I would be too.  It's something to be scared about.  This is the type of stuff you see in the movies.

	24. 
	Caller:
	Yup!

	25. 
	Dispatcher:
	Who knows what this guy's problem is?  We need a description.

	26. 
	Caller:
	Don't hang up.

	27. 
	Dispatcher:
	No.  I won't.

	28. 
	Caller:
	Should I stay on with you or does it not make sense.

	29. 
	Dispatcher:
	No.  You can.  The police is there.

	30. 
	Caller:
	OK…Thank you.


SCRIPT #4

	1. 
	Call Taker:
	9-1-1, what are you reporting?

	2. 
	Caller:

	There are people trying to break into my house.

	3. 
	Call Taker:
	How do you know?

	4. 
	Caller:

	I can hear them outside.  They are trying to get in through the window.

	5. 
	Call Taker:
	Where are you now?

	6. 
	Caller:

	In the upstairs bedroom closet.  I have a gun.

	7. 
	Call Taker:
	Can you still hear them?

	8. 
	Caller:

	Yes, I think I heard glass break downstairs.

	9. 
	Call Taker:
	Stay where you are.  

	10. 
	Caller:

	I have a gun.  I'll shoot them if they come near me.

	11. 
	Call Taker:
	Tell me what is happening now.

	12. 
	Caller:

	I can't hear anything.  Nothing!  Something is happening!  They're going to get me!

	13. 
	Call Taker:
	Do you have a car in front of the house?

	14. 
	Caller:

	Yes, I have a Buick.  Is it still there?

	15. 
	Call Taker:
	Yes.  There are no other cars outside.

	16. 
	Caller:

	Did they find anyone?

	17. 
	Call Taker:
	You need to put the gun down and go to the front door and let the police in.

	18. 
	Caller:

	I'm too scared.  I can't leave my gun.

	19. 
	Call Taker:
	Please, put the gun down and go to the front door.

	20. 
	Caller:

	No!  I can't.

	21. 
	Call Taker:
	Do you have a key to your house hidden somewhere outside, you know, in case you lock yourself out?

	22. 
	Caller:

	No. I mean yes, I do, on the back porch.  Under the vase next to the door.

	23. 
	Call Taker:
	OK.  
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