Dispatch Role Play – Commercial
Scenario #1:  You send a service technician to do a maintenance inspection and cleaning.  The job is scheduled to take all day.  An emergency comes up and you can’t reach the technician on the roof.  He isn’t answering his phone.  He finally calls in at 4 PM.  What do you do?

Scenario #2: 
You have your day all planned.  One of your best commercial customers calls saying that his chiller is down…and this is the second time this month that it is down.  You are not happy and the problem must be fixed immediately.  Unfortunately your best technician is at another call already and this call is scheduled to take all day.  What do you do?

Scenario #3: 
The service technician on call is swamped.  It is 100 degrees outside and three of your best restaurant customers have called within 5 minutes of each other with cooling issues…in crowded restaurants.  You have to call a back up technician…and no one wants to volunteer to help the technician on call.  After all, they all have been working 60 hour weeks.

Scenario #4:  You have planned your day the evening before.  You have given everyone their first call of the day except for Mark…who hasn’t called in and who you can’t find.  He is supposed to be on a roof cleaning equipment.  However, he hasn’t answered his phone.  Mark finally calls in after you have gone for the day.  You call him at 7 AM the next morning.

Scenario #5:
You give a service technician, Jim his next call.  It is in a printing plant which is smelly and he doesn’t want to take the call.

Dispatch Role Play – Commercial
Scenario #1:

You are service technician.  You claim that you didn’t hear your phone since you found out that your battery was dead.

Scenario #1:  

You are the dispatcher.

Scenario #2:

You are the customer.  You won’t take no for an answer.  You want someone there right away and you want the situation fixed right this time.

Scenario #2:

You are the dispatcher.

Scenario #3:

You are the service technician on call.  You absolutely need the help since you can’t get to all of the calls right away.  You won’t do all of them and tell the dispatcher to get someone to help you.

Scenario #3:

You are the dispatcher.

Scenario #4:

You are the dispatcher.  You want to know why Mark didn’t call in and you also need to give him his first call of the day.

Scenario #4:

You are Mark.  You said that you had your phone silenced so that you could help another service technician with a problem.

Scenario #5:

You are Jim.  You say that the printing smells bad and that it makes you sick.  You don’t want to go.  This is just an excuse.

Scenario #5:  You are the dispatcher.  Convince Jim to go.
