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[image: ]Trouble Shooting Role Play Questions
(Posed to handle difficult situations - 15 to 30 minutes)

Case study 1: Tamer came for our intake process and it took more than the usual 30 minutes. I asked him to return the next week because he wasn’t ready to do the mock interview. When we began with the ‘Tell me about yourself question’, Tamer spoke for 15 minutes about all the challenges he has faced and how workplaces had been unfair. 
Potential solution: Provide constructive feedback about negative attitude and needing to focus on the positive skills, experience, and talent he can bring. Refer to a partner organization for further interview practice and re-visit in a few weeks to see if there is improvement to participate in the program. 
Case study 2: Xiao had been a dentist for 20 years. She wanted to join the connector program but was unable to work in this field without further schooling. I had asked her in advance to think of organizations she was interested in that were related to dental and medical fields. She came in insisting that being a dentist was the only thing she knew and that I needed to connect her.  
Potential solution:  Encourage Xiao to work with immigrant services and a career counsellor to come up with a few alternate plans. 
Case study 3: Jacob had done well in the in-take interview and I had connected him to a manager of an IT company. Jacob had a habit of emailing the Connector every two days and demanding to meet despite the Connector asking him to be patient. 
Potential solution: Call Jacob and explain that he had to be patient and respectful in the way he requests for a meeting. Jacob is used to a different culture so explain how business culture works in Canada, so he doesn’t ruin his chances of meeting people in the future.  Then call the Connector and explain the situation. Mention cultural difference that Jacob has been coached on. 
Case study 4: Chen had a background in information technology and had some experience while she was attending university. She came to see you and demanded to be connected but was not open to the idea of networking. You explained to her what the Connector Program is and that she would have to network for the experience to be effective. She completely refused to buy into the idea but still demanded you connect her. 
Potential solution: Ask probing questions to understand why Chen is not interested in networking. Offer to take her to a networking event to help her feel more comfortable. If she still refuses to network, explain that the program would not be a good fit. 


[image: ]Case study 5: Sarah interviewed well and once she was connected. She also did the follow up and networking necessary to gain referrals and continue networking. However, once the referrals stopped, Sarah came back to you asking for more connections from the program. You had set the expectation in your meeting that we could only connect her to one Connector because of supply and demand and the need to protect our connectors from burnout.  
Potential solution: Make sure you re-iterate this expectation. Mention how it would be unfair to the other Connectees if she was connected to more than one Connector. A good compromise would be to invite her to any networking events you are attending or hear about to help ease the tension and her expectations of being constantly given new Connectors. 
Case study 6: David has been a Connector with the program for 3 years. You recently sent him Louis, a Project Engineer, and the feedback for both David and the Connectee indicated that the meeting went well. However, he did not give Louis three referrals. A week went by and you contacted him to understand how the meeting went and if he would be able to provide the referrals, and he said he would provide the referrals shortly. A month has now gone by and he is ignoring emails and phone calls. 
Potential solution: Follow up again to understand if the Connector has the time or capacity for the Connector Program. If you’re able to make contact be sure to ask if he still has the capacity to participate, and if not that’s completely fine. You can now close his account temporarily in the tracking system to stop any further connections. Follow up in 3-6 months to re-evaluate unless he states otherwise. Make a note in the tracking system and beside his last name type: “DO NOT CONNECT”.  If he says he would still like to participate, make sure his status is ‘active’ in the tracking system, and re-set expectations about providing 3 referrals. Send him a new Connectee and follow up closely to ensure follow through is met. 
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