Dispatcher Holiday Role Plays – 1
Scenario #1
Last week you sensed that your technician, John, raced through his calls because he wanted to go to his daughter’s holiday play.
This week he has three callbacks.

What do you do about it?

Scenario #2
Your service technician, George, forgot to tell you that he has a school play to attend
this evening.  He wants to get off early and you want to tell him no because you have 
two more calls for him.
Should you tell George that he has to do the calls?  

Scenario #3
It’s the day before Thanksgiving and Ms. Smith’s furnace stopped working.  She is a maintenance agreement customer.  She is in a panic because she has company coming later that afternoon.  All of your technicians are booked until at least 6 PM.
What do you do?

Scenario #4
It’s the day before Thanksgiving and Ms. Smith’s furnace stopped working.  She is NOT a maintenance agreement customer.  She is in a panic because she has company coming later that afternoon.  All of your technicians are booked until at least 6 PM.
What do you do?

Scenario #5
It is the day after a snowfall (or a hard rain).
You send your technician, Steve, to ABC company. It is supposed to be a two hour job and you haven’t heard from him in over 4 hours.
He isn’t answering his phone. GPS shows his truck is still at ABC Company.
What do you do?
Scenario #1
You are the dispatcher. You go to your boss about John’s callbacks. You are concerning that he isn’t taking care of the company’s customers properly.

Scenario #1
You are the boss.  Ask a lot of questions to make sure the dispatcher’s hunch is correct.

Scenario #1
You are the dispatcher.  You go to John and tell him about the callbacks.

Scenario #1
You are John.  You wanted to go home and knew you had to get through the calls quickly.  You apologize for the callbacks.


Scenario #2
You are the dispatcher.  You tell George to tell you when he needs to be off even if it is at the beginning of the day. You give George’s last two calls to another technician so he can be off.

Scenario #2
You are George.  You are not going to take any additional calls.  You are going home.

Scenario #3
You are the dispatcher.  Thank Mrs. Smith for being a maintenance customer. Assure her that the first available technician will come to her home and get her furnace working again.


Scenario #3
You are Mrs. Smith.  You are in a panic because you have company coming and the house is cold.  Make the dispatcher assure you that this issue will be taken care of quickly.

Scenario #4
You are the dispatcher.  Explain to Mrs. Smith when the first technician could come to her home and get her approval for overtime charges.  Set up the call as you normally would. Tell Mrs. Smith that the technician will call when he is on his way.

Scenario #4
You are Mrs. Smith.  You want someone out as soon as possible.  You accept the call time and overtime.  You are not happy and will search for other companies to come more quickly.  It is your choice to tell the dispatcher that you are doing that or withhold that information.

Scenario #5
You are the dispatcher.  Since you can’t get in touch with Steve, you call the customer. The customer finds Steve and he calls you.

Scenario #5
You are Steve.  You had your phone on silent and were engrossed in your work. You forgot to call in.



