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WHERE WE ARE 
 
You have an assignment due this Sunday. 
The first draft of your short story is due April 9. 
Your entire story is due April 16. 
 
Realize that this is not a story. It is a report about an event that could have been written as a story. 
 
Please view and think about the following video. 
E61 CO2 Incident 
 
https://www.youtube.com/watch?v=eY__H-CMvw0&t=2s 
 
This is a true story/case. The first responders are government employees who apparently work for the 
city of Phoenix, Arizona. 
 
Persons in the video: 
 

 The dispatcher. 

 The caller, a McDonalds employee (possibly the manager) 

 Mark Vanacore, Phoenix Fire Department employee 

 Employee who fell – 24 year old female 

 Joel Anderson, Phoenix Fire Department emplotee 

 Sean Bogue, Phoenix Fire Department – Engineer – Engine 61 

 News Reporter 

 John Shumaker, Hazardous Materials Technical Safety Officer 

 P. J. Dean, Phoenix Fire Department employee 
 
There is not a clear protagonist. The major characters are working together as a team.  It seems to me 
that there are at least two goals, as follows. 
 

 To help the employee who fell. 

 To understand what is going on.  
 
To understand what is going on is to MAKE SENSE of events. SENSE MAKING is very important.  
 
This is primarily a video about DECISION MAKING in the absence of uncertainty.  
 
It is also about professional teamwork. These men . . . 
 

 know and trust one another 

 have roles and a pattern of working relationships 

https://www.youtube.com/watch?v=eY__H-CMvw0&t=2s


 this is not a bureaucracy, but there is structure in their professional relationships 
 
THERE ARE SEVERAL DIFFERENT “FRAMES” BY WHICH THIS VIDEO CAN BE SEEN. 
 

 It can be about the interface between the private sector and the public sector. 

 It can be about the organizational structure of the team of first responders. 

 It can be about the interplay of decision making, initiation of action, and learning by which sense 
is made of a confusing situation. 

 It can be about INSTITUTIONAL LEARNING, including how knowledge is discovered, codified and 
shared. 

 
It has a location. The video was uploaded in September of 2011, so we have an approximate time of the 
event. Time is May 31, 2100 hours, which is 9 p.m. I think. 
 
It begins with a conversation between a dispatcher and am employee at McDonalds.  
REFLECT ON the work of being a dispatcher. Is it stressful work? Does it require a lot of thinking? Does it 
require human knowledge processing or could it be done by computer?  
 
CRITIQUE the “performance” of the dispatcher in this video. Did he get it right? Did he apparently make 
mistakes? Why did he ask the questions he asked? What decision did he have to make? 
 
Notice the frame at 2 minutes 26 seconds into the video. 
 
 

 
 
What is this man doing? Why does he appear to be “just standing there” and not doing anything? 
 
At three minutes and 25 seconds into the video, this man explains to viewers that he thought, 
“Something does not seem right.” 

 
 
He was apparently working on intuition at that moment in the situation. Is it irresponsible or 
unprofessional to be guided by intuition in such a situation? Why or why not? 



 
Notice statements like, “my engineer,” and “my captain.” These are the evidences of their 
SPECIALIZATIONS and formal working relationships. 
------- 
 
My thoughts, for what they may be worth. 
 
This case is about standard operating procedures (SOPs), lack of information, the need to make sense of 
the situation, teamwork and trust among professionals, intuition/feelings, and organizational learning. 
 
The dispatcher seems to be working from a script and he speaks so quickly the person reporting cannot 
understand the questions. 
 
Adherence to SOPs almost got team members killed. It was the combination of their reasoning and their 
intuitions/feelings that saved them, and others.  
 
------------  
 
The Columbine case in our textbook, in the chapter about decision making is similar to this case about 
the incident at McDonalds. 
 
There is a rational comprehensive model of decision making, which is in a way irrational. You never 
really know enough to know that you have made the one best decision. 
 
You decide incrementally (what Lindblom referred to as “muddling through). A series of small decisions 
is less risky that trying to make one huge decision. 
 
But the risk in incremental decision making is to fail to really address the problem. The case about 
events prior to Katrina in our textbook is an example. 
 
Politics often leads to endless muddling through. Different elected leaders have different values and 
priorities. And then there is the alternation between the political parties being in power. 
 
--------- 
 
 
Bottom line, I suppose . . . 
 
As administrators, realize that organizations need to learn, and sometimes learning is the consequence 
of mistakes. 
 
We need smart organizations – and the bureaucratic form does not lend itself to learning. 
 
Institutional memory is important, but don’t get bogged down in the past.  
 
Be mindful of how decisions are being made. 
 
 


