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                                         Clinical Manager Scenarios

Purpose: 
To increase Clinical Leader confidence using common Accountability Scenarios with 3 levels of escalation. The Skill to learn is that of doing Accountability without losing or wounding Talented people. 
These are MP3 audio files which a Clinical Leader will load on their iPod, iPad, Computer, iPhone or other device and practice their responses DOING Accountability in a safe and non-destructive setting so as not to lose Talented Clinicians. 
INSTRUCTIONS:

1. Address the Issue and press the PLAY button.

2. The 1st response from a Mature Employee plays. 

3. Press STOP or PAUSE.

4. Actually say how you would respond to Mature Employee. 
5. Address the Issue and press the PLAY button.

6. The 2nd response from a Child Employee plays. 

7. Press STOP or PAUSE.

8. Actually say how you would respond to the Child Employee. 
9. Address the Issue and press the PLAY button.

10. The 3rd response from the Irate Employee plays. 

11. Press STOP or PAUSE.

12. Actually say how you would respond to the Irate Employee. 
We recommend doing each of these scenarios with 1) a Talented Clinician you want to keep as well as 2) a Clinician that you don’t want to keep. 
Accountability Scenario 

Julie (insert name), this last week you have been placing blame on your co-workers, and haven’t been very helpful. 

Service Failure Scenario 

LeAnn (insert name), I got a call today and Mrs. Davis ran out of her medication last night. 

Complaint-Service Failure (Gift) Scenario 

Nancy, Mrs. Jones called yesterday and said her mom was really upset with you. She says that you were really rude to her. 

Documentation Scenario 

I was going through your charts and I see this consent form was not signed.  

SuperPay! Scenario 

(Insert name), we’re going to be implementing SuperPay! next week, and this is what it’s going to look like… (imagine showing information showing how it works)
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Only 1 speaker is necessary for Clinical Manager scenarios. A manikin representing an employee may be useful, but is not required. 


Control the visit scenario with your iPad, iPod or MP3 player by simply using the PLAY and STOP/PAUSE button! There is a 1.75 second space between all voice segments. Press STOP or PAUSE to allow the Student (clinician) to respond after each dialogue section. Then press PLAY to resume the scenario!
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