
You are a Child Protection Worker. On your way back to office, you are 
confronted by an angry parent.

Last week, you submitted a long-term protection order to the court. It 
was approved, and her children have been taken into foster care until 

their 18.

Scene 1:  Introduction

She quickly, loudly and aggressively approaches you.

CONTINUE TO 
CHALLENGE: LISTEN



I know you want your kids 
back Karen, and everything 
you need to do to get them 
back is detailed in the court 

order.

I’m sorry Karen, but I can’t 
do that for you.

I can see you’re upset.

You dog! That’s it!

Karen runs towards you 
with her fists flying. 

Why not! You worked so 
hard to take them away, 
so now you need to do 
something to get them 

back TODAY!

She continues
Of course I am. YOU 

TOOK MY KIDS! 
GIVE…THEM…BACK!

CONTINUE TO NEXT 
SCENE

I want my kids back.
How will you respond?

Scene 2:  
Challenge #1

Restart 
Course



I’m sorry for the impact 
this has had on you.

Karen I’m really sorry but 
you did receive a number 

of written and verbal 
warnings. I didn’t want it 

to come to this.

Karen, you’re being very 
aggressive. This isn’t 

appropriate and it’s not 
going to help you.

Well that’s nice but it 
doesn’t give me my kids 
back. So just answer my 
question – WHEN WILL I 

GET THEM BACK? 

SHUTUP! You’re not 
listening. I’m going to 
take my case and your 

name to the news. 

You dog! You 
government workers are 

all the same. You’re 
forgetting that I know 

which car you drive and 
where you park. See ya

round. 

CONTINUE TO NEXT 
SCENE

Scene 3: Challenge 
#2

Restart 
Course



Do you want me to go 
and see if my manager is 

available?

There is an appeals process 
you can follow Karen. Do you 
want help figuring that out? 

I’m sorry Karen but I actually have to leave. 
I’ll call you tomorrow though.

Will he help me get what 
I want? 

You dog! That’s it!

Karen runs towards you 
with her fists flying

You’re not going 
anywhere until I get back 

my kids back. 

Karen, corners you 
against the wall. 

Violence is imminent. 

CONTINUE TO NEXT 
CHALLENGE
(Follow Up)

Scene 4: Challenge #3

Restart 
Course



If he’s available we can 
discuss it more. If you go 

to the office foyer I’ll 
meet you there and we’ll 

talk more.

I’m sure he’ll be able to. If you go to the 
office foyer I’ll meet you there and we’ll 

talk more. 

Fine, I’ll see you in two 
minutes.

Karen walks off, you take the 
lift back to your office. Your 
manager is available. By the 

time Karen arrives, she is 
calmer and both of you are 
able to safely have a brief 
discussion with her in the 

client meeting room.  

Fine, I’ll see you in two minutes.

Karen walks off, you take the lift. 
Your manager is available. By the 
time Karen arrives, she is calmer 

and you all go into the client 
meeting room for a chat. But 

when Karen finds out your 
manager can’t help as promised, 

she physically assaults your 
manager and then flees the 

premises. 

Scene 5: Challenge 
#5

Results Slide

Restart 
Course



Scene 6: Results Slide

Pass Score: 80%
Allow the learner to retake the quiz or review results

Pass text: Great job! You were able to successfully assist your customer 
using our values.

Fail text: Remember that our values are Listen, Apologize, Fix the 
Problem, and Follow Up.


