Dispatcher Heating Role Plays – 1
Scenario #1
It is Monday. A cold front ha come in and the temperatures have dropped.  You are getting your first heating calls…and a lot of them.  The telephone is ringing off the hook.
Your ace service technician calls the answering service and says he is not coming in.  You absolutely need him.
What do you do?  

Scenario #2
You give a technician a fall maintenance call because that is all you have for the day.  He complains that they are beneath him.
How do you handle this situation? 

Scenario #3
Your technician calls in after completing a call.  When you debrief him and ask for the payment the technician tells you that the customer said her husband has the checkbook. This is the third time this month the technician wouldn’t collect payment. How do you handle this?  

Scenario #4
Mrs. Jones has a fall check scheduled for today. It turns out that today is the hottest day 
in the past two weeks and Mrs. Jones does not want a heating check when she is using 
her air conditioning system.  You are booked solid for the next few weeks.  
What do you do?


Scenario #5
You performed a fall maintenance at Ms. Gray’s home a few weeks ago.  Ms. Gray calls 
in saying her system is not working now and the technician broke it while he was doing 
the maintenance.  After all, he was the last one to touch the system.
How do you handle this situation?  



Scenario #1

You are the dispatcher. You call the technician – first by trying the office numbers and then waiting 10 minutes and calling with a cell phone number that he doesn’t recognize. He answers that phone and determine that he isn’t sick.  Get him to take a few calls, starting after lunch.

Scenario #1

You are the technician.  You don’t answer the phone until you see a number you don’t recognize.  You answer that number.  You fake being sick.  It is your choice to do a call or not.


Scenario #2

You are the dispatcher.  Find out why the technician doesn’t want to take the call.  If he totally refuses and you can’t send him home, have him talk with the service manager.

Scenario #2

You are the service technician.  You are totally bored doing maintenance and you want a challenge.  You’d rather go home than do maintenance calls.


Scenario #3

You are the dispatcher.  You ask the technician to put the customer on the telephone.  You have a conversation with the customer about the fact that she said that she would be paying by check.  She gives the technician a check.


Scenario #3

You are the customer.  Explain to the dispatcher that the technician never asked for payment.

Scenario #3

You are the technician.  You hate asking for money even when the office has told you how the customer will be paying.  


Scenario #4

You are the dispatcher.  Explain to Mrs. Jones that her home won’t get hot.  The technician will cycle the furnace a few times to make sure it works and then turn on the air conditioner again.  Any heat will be taken away by the air conditioner.  Try to schedule the call.

Scenario #4

You are Mrs. Jones.  It is your option to reschedule or not…even after you understand that you home won’t get hot and will be cool.


Scenario #5

You are the dispatcher.  You explain to Mrs. Gray that you are sending a technician to her home to see what the issue is.  You quickly pull up the notes on the maintenance and see that Mrs. Gray was told about some issues and she declined to have the repaired.

Explain to Mrs. Gray that if there is a problem that was caused by the maintenance, then there will be no charge.  If the issue is one that she declined to have repaired during the maintenance (the technician can bring a copy of the ticket and notes), then there will be a charge.


Scenario #5

You are Mrs. Gray.  You want your system fixed.  You ask when someone will be out.
