Dispatch Role Plays – Service Technician Issues
Scenario #1

It is the first busy day and the phone is ringing off the hook.  Your service technician was on call all weekend.  He worked 12 hours on Saturday and 7 hours on Sunday.  You arrive at work to find that he has called the answering service to say he is not coming in today, Monday.  You know that there will be more than a full schedule even if you can get him to come to work today.

Scenario #2

You gave a call to a service technician.  You believe this call is within the skill level of the tech.  When the tech gets to the call, he calls you and says, "I can't fix this.  I don't even know what this is!"

Scenario #3

Your tech calls in after completing a call.  When you ask for a check number for the payment of the invoice, the service tech tells you that the customer has no money and asks what would you like him to do?

Scenario #4
Your service tech calls in to order a part for his last call.  He tells you, "I need a part and my completion time is 1:45 pm.  I'm ready for my next call."

Scenario #5
When you start to give your service technician his next call, he blows up at you over the phone.  He tells you he will not take that call and you can't make him.

Dispatch Role Plays – Roles Sheet
Scenario #1

You are the dispatcher.  

Scenario #1

You are the technician.  You are exhausted and you missed a full weekend of boating and water skiing.  You tell the dispatcher you are sick.  
Scenario #2

You are the technician.  You hate working on this type of system.  The last time you did, you made of a fool of yourself.  You are not about to look bad in front of a customer again.  

Scenario #2

You are the dispatcher.  You have no one else to send on this call.  

Scenario #3

You are the dispatcher.  This is the fourth time this week that this tech has done this.  
Scenario #3

You are the tech.  You know the dispatchers are supposed to be telling the customers that payment is due upon completion but you don't think they are doing it, besides...your job is to fix things, not to collect money.  

Scenario #4

You are the dispatcher.  There is no way you can order the correct part with so little information.  You need the part number, serial number, series number and maybe more to order this part.  

Scenario #4
You are the technician.  You are in a hurry today to get through your calls.  There is a great line dance contest at your favorite watering hole that starts at 6:00 P.M. and you need to get there on time.  

Scenario #5
You are the dispatcher.  

Scenario #5
You are the service technician.  You specifically asked your service manager for the second Tuesday in the month off from call since you want to hear your new baby's heartbeat.  When you look at the on call schedule, you see that you have call on that particular day and you are furious.
