



[image: image1.jpg]man Services



[image: image2.jpg]ycation 6
Training




[image: image3.jpg]Pubhc Snfety

o



[image: image4.jpg]vernment & Public

& Administration
i




HUMAN SERVICES AND RESOURCES
SAMPLE  SCENARIOS 

INDEX:
· Disaster Response Worker

· Fitness Center Site Director
· Law Enforcement Technology Consultant
· Social Service Worker
· Child and Family Services Benefits Coordinator
· Summer Internship
This group of teaching scenarios was adapted to Nebraska from materials developed in Ohio.  As a total group, they are designed to have students solve programs, use critical thinking skills, display personal initiative and other employability skills, work together as team members and manage resources including those related to safety and health issues.  Students are also required to use technology applications to secure information and demonstrate a variety of communication skills.


                                       DISASTER RESPONSE WORKER
	BENCHMARK 4:  
Demonstrate leadership and teamwork skills required for success in the family, workplace and community.

BENCHMARK 5:

Examine the information technology applications and issues regarding safety, health and the environment found in the workplace, family and community.

BENCHMARK 6:

Explore career opportunities within the Human Services and Resources Career Fields.

	POSSIBLE COMPETENCIES:  
Note:  The specific competencies on which students are focused should be reflected in the assessment instrument that is designed for the class.

	4.4 Organize team building experiences that provide individual leadership opportunities.

4.5 Exercise respect and adaptability in collaborating with others.

4.6 Apply problem-solving strategies in leadership and teamwork experiences.

5.3 Learn how to identify adequate, reliable and credible information and resources.

5.4 Become aware of the personal responsibility needed within the physical and social environment of the family, workplace and community to reduce conflict and promote safety.

6.2  Investigate the Human Services and Resources career clusters and the expected knowledge and skills required to careers within the four clusters.


INSTRUCTIONS:
Divide the class so 3-4 students are working as one team.  Present each team with the scenario and ask them to use the guiding questions to respond to the situation and prepare a presentation to be given to the area director and governing board. You might consider having one team of students role-play the governing board and formulate questions to be asked of each group who will be presenting. If possible, have a community member who works with emergency preparedness to be the area director.  
	SCENARIO:

	You are caseworkers for the American Red Cross and have been asked to assist victims of a major tornado in another community.  Your group has been assigned three families who have lost their homes and everything that was in them.  You need to assist them in meeting their immediate and long-term needs.  It is your responsibility to create the initial case files and management plans to document ongoing communications with each family.



	GUIDING QUESTIONS:

1. What other community, state and national resources/agencies should be involved in this crisis intervention?

2. What data should be gathered to analyze the families’ needs?

3. Once you have created family profiles, how will you match the needs of the families to agencies that provide the needed services and products?

4. What political and economic factors might influence the response of agencies to these needs?

5. What processes should the team use to assess case files and management plans in order to improve services?



	POSSIBLE ASSESSMENT CRITERIA MEASURES:

· The ability of the group to function as a team and build on the strengths of each team member. 

· The comprehensiveness of the listing of resources and agencies tapped to respond to this situation.

· The degree to which safety and health issues were addressed in the plan.

· The degree to which each families desires, needs, interests, developmental stage, lifestyle, cultural background, special needs and strengths are identified.

· The degree to which family needs were matched with community resources.
· The effectiveness by which the groups plan was presented and members responded to questions.



	FCCLA CONNECTIONS:




FITNESS CENTER SITE DIRECTOR
	BENCHMARK 2: 

Demonstrate communication skills that contribute to positive interactions as a family member, wage earner and citizen.

BENCHMARK 6:

Explore career opportunities within the Human Services and Resources Career Field.

	POSSIBLE COMPETENCIES:  

Note:  The specific competencies on which students are focused should be reflected in the assessment instrument that is designed for the class.

	2.1 Practice effective techniques of communication being sensitive to contextual appropriateness and cultural differences.
2.2 Experience communication in a variety of settings.

2.3 Apply problem-solving strategies in conflict resolution.
6.2  Investigate the Human Services and Resources career clusters and the expected knowledge and skills required to careers within the four clusters.


INSTRUCTIONS:

Present each class member with the scenario and ask them to use the guiding questions to respond to the situation and prepare a written presentation to be given to the general manager.  

	SCENARIO:

	You are a manager of one of the three locations of affiliated fitness centers in a multi-county area.    Your site is in a culturally diverse area (mainly Hispanic and Asian).  Recently you have had to deal with several unhappy members.  Their complaints include dissatisfaction with the availability and condition of equipment, embarrassment or anger at having to listen to insensitive ethnic jokes, frustration at having to wait beyond their scheduled appointment time with the trainer and access concerns for a person who is physically challenged and uses a wheelchair.   You need to develop and implement a written plan to address and prevent clients’ dissatisfact-ions.  The general manager who oversees the managers of all three sites supports your effort and wants you to present your plan to other managers so they can replicate it.

	GUIDING QUESTIONS:

1. What information and from whom do you need to collect in order to create an effective plan? 
2. What needs to be done to prevent dissatisfactions and enhance client satisfaction? What specific technologies are useful for this purpose?

3. What cultural differences may be contributing to the conflicts?

4. What strategies could be used to develop an appreciation and acceptance of these differences?

5. How will you train your employees to communicate more effectively with customers?



	POSSIBLE ASSESSMENT CRITERIA MEASURES:

· The degree to which and the methods in which interested parties have the opportunity to have input and be heard.
· The degree to which mediation, negotiation, conflict resolution, anger management and crisis intervention skills are demonstrated.
· The comprehensiveness of the plan, including accommodations made for cultural differences and following government guidelines.

· The plan for evaluating the success of employee training.

· The effectiveness with which the written plan was presented to the general manager.


	FCCLA CONNECTIONS:




LAW ENFORCEMENT TECHNOLOGY CONSULTANT
	BENCHMARK 2: 

2.2 Experience communication in a variety of settings.
BENCHMARK 5:

5.1 Use a variety of technologies to search for and access information and manage records.

5.2  Use technology to analyze, manipulate and interpret information.

BENCHMARK 6:

Explore career opportunities within the Human Services and Resources Career Field.

	POSSIBLE COMPETENCIES:  

Note:  The specific competencies on which students are focused should be reflected in the assessment instrument that is designed for the class.


INSTRUCTIONS:

Divide class into teams of 4-5.  Provide each team with the scenario. Team members use the internet to access information needed to complete the information gathering portion of the task.  At this point, one member from each team is “fired” and becomes a county commissioner.  While the team members prepare their presentation, the county commissioners meet and determine the criteria by which they intend to make their decision of which of the firms will be given the final contract and to generate common questions to be asked during the presentation from each firm.
	SCENARIO:

	You are a technology consultant in a firm who specializes in law enforcement applications.  A special commission of a rural county board has requested that your firm identify potential technology to bring their law enforcement system up to date.  You are one of several firms who will be presenting bids. The commission expects you to analyze the technology based on cost, ease of use, amount of training needed, security of information, and ability to keep the technology current.  You need to present and demonstrate the technologies that you would recommend to the county commissioners.  In your presentation, show how technology could have been useful in solving previous crimes in your community.

	GUIDING QUESTIONS:

· How will you assess the technology needs of the law enforcement system?

· What criteria will you use to select the technology?

· What data are usually collected at a crime scene?

· How are the collected data measured and analyzed?

· What equipment and software application will be most useful for the data analysis needs?



	POSSIBLE ASSESSMENT CRITERIA MEASURES:

· The extent to which investigative and questioning techniques were used to gather information.
· The degree to which industry and government standards are met.
· The ability to translate technical vocabulary for public understanding.

· The effectiveness of the presentation and ability of team members to respond to questions



	FCCLA CONNECTIONS:




SOCIAL SERVICE WORKER
	BENCHMARK 2: 

2.1 Practice effective techniques of communication being sensitive to contextual appropriateness and cultural differences.
2.2 Apply problem-solving strategies in conflict resolution.

BENCHMARK 3:
3.8  Demonstrate socially-responsible, ethical behavior.
BENCHMARK 5:

5.4  Become aware of the personal responsibility needed within the physical and social environment of the family, workplace and community to reduce conflict and promote safety.

5.5  Understand the importance of documentation and how to report emergency or crisis situations to the appropriate authorities.

BENCHMARK 6:

Explore career opportunities within the Human Services and Resources Career Field.

	POSSIBLE COMPETENCIES:  

Note:  The specific competencies on which students are focused should be reflected in the assessment instrument that is designed for the class.


INSTRUCTIONS:

Present each class member with the scenario and ask them to use the guiding questions to respond to the situation and prepare a written and oral presentation to be given to your supervisor.  

	SCENARIO:

	You work in a non-profit social service agency.  At a work party, a coworker starts to make jokes about one case in a way that reveals sensitive information.  Describe what your immediate course of action is and what long-term course of action might be appropriate.  Document your actions and explain how they reflect ethical standards appropriate to your profession as well as your own ethical decision-making process.  Be prepared to share your documentation with your supervisor.

	GUIDING QUESTIONS:

· What is the socially-responsible behavior related to this situation?
· What is the role of local, state and federal government in setting standards for confidentiality and behavior?
· What are the ethical and legal standards of confidentiality?  
· Does the profession have a code of ethics that addresses this issue?

· What relationship exists between your own sense of personal responsibility and the legal and ethical standards?

· What are potential legal ramifications of staffs’ behavior?

· What recommendations would you make to your supervisor to increase staff sensitivity to ethics and laws?

· How would you document your actions?

	POSSIBLE ASSESSMENT CRITERIA MEASURES:

· The ability to apply problem solving strategies to your immediate and long term course of action.
· The extent to which the proposed course of action reflect the professional code of ethics.

· The degree to which legal standards are met.

· The quantity and quality of documentation.

· The ability to communicate the situation and the course of action to your supervisor.

	FCCLA CONNECTIONS:




 CHILD AND FAMILY SERVICES BENEFITS COORDINATOR
	BENCHMARK 2: Demonstrate communication skills that contribute to positive interactions.
2.2  Experience communication in a variety of settings.

BENCHMARK 4:  Demonstrate leadership and teamwork skills required for success.

4.6  Apply problem-solving strategies in leadership and teamwork experiences.

BENCHMARK 6:  

Explore career opportunities within the Human Services and Resources Career Field.

	POSSIBLE COMPETENCIES:  

Note:  The specific competencies on which students are focused should be reflected in the assessment instrument that is designed for the class.


INSTRUCTIONS:

Determine who will be the CEO and members of the Board of Directors; this group meets to talk about possible criteria and expectations from their point of view.  Divide the rest of the class into teams of 4-5.  Provide each team with the scenario. Team members select the person who will be the benefits coordinator; the rest of the team are members of the advisory committee.  Team members develop their solution and prepare an oral and written presentation. 
	SCENARIO:

	You are a new child and family services benefits coordinator in a fast-paced, growing company.  Employees lead stressful lives, in large part due to inadequate family support services.  As a result of a recent employee needs assessment, the company places family support as a top priority. Management has decided to expand the company’s child care facility and program to include elder care services.  However, employees have complained about the current facility’s safety, health conditions and programming.  In addition, the child care program recently failed to earn accreditation.  The company has asked you to address the current problems and develop the new elder care services program with the assistance of an advisory committee. You need to present solutions in an oral and written report to the CEO and Board of Directors as soon as possible.

	GUIDING QUESTIONS:

· How will you provide leadership and promote teamwork skills in responding to the development of the new program?

· What developmental needs of employees and family members should be considered in creating new services?
· How will you ensure consistent input from important stakeholders – employees, community members and management?

· What standards and regulations must be adhered to as the programs are developed?

· How will you keep the CEO and Board of Directors informed of your work?



	POSSIBLE ASSESSMENT CRITERIA MEASURES:

· The extent to which leadership and teamwork skills were demonstrated.

· The degree to which the concerns identified in the needs assessment were addressed.

· The extent to which strategies related to stress reduction were implemented. 
· The effectiveness of accessing community resources in providing services.

· The degree to which safety and health standards and procedures were met. 
· The extent to which new services were utilized long-term.

	FCCLA CONNECTIONS:




SUMMER INTERNSHIP
	BENCHMARK 2: 

Demonstrate communication skills that contribute to positive interactions.
BENCHMARK 6:

Explore career opportunities within the Human Services and Resources Career Field.

(All six competencies would likely be addressed in this scenario.)

	POSSIBLE COMPETENCIES:  

Note:  The specific competencies on which students are focused should be reflected in the assessment instrument that is designed for the class.


INSTRUCTIONS:

Present each class member with the scenario and ask them to use the guiding questions to respond to the situation and prepare a written and oral presentation to be given to the panel.   

	SCENARIO:

	You have been working as a summer intern for a human services agency and are interested in continuing to work with people in a similar setting as a career.  Your employer will provide tuition assistance for your postsecondary education if you establish a plan for your professional development.  Explore qualification for various positions and develop a plan to obtain your career goals.  Include a career ladder, education and training opportunities, projected growth in selected career, and a plan for seeking future positions.  Present your plan to a panel of employer representatives.

	GUIDING QUESTIONS:

· How will you find out about the variety of careers available in human resources and services?

· How will you determine your match (interests, attitudes and abilities) to a career choice?

· How will you find out about education requirement and training opportunities?

· How will professional organizations impact your career?

	POSSIBLE ASSESSMENT CRITERIA MEASURES:

· The degree to which the range of careers within Human Services and Resources were explored.
· The variety of assessments utilized to gain self-understanding related to career choices.

· The accuracy with which education and training opportunities were identified as well as opportunity for certification and professional organization involvement.
· The availability and projected growth of selected career.

· The quality of the educational plan (goal stated, realistic and attainable plan proposed).

· The quality of the resume prepared and preparation for job interview (philosophy, questions generated, etc.)

	FCCLA CONNECTIONS:





