Parent Feedback O Bredkdewn

ACA 2010 National Conference

Jay Frankel, True To Life Training LLC

TRUE
LIFE

Phone: 609.632.0471
E"; Fax: 609.632.0474
www.truetolifetraining.com



Common Breds for Barent Inpet & Complaints

Food Camper Care Program/Facility Transportation
Too junkie Child is being bullied Didn’t get to water ski Bus is often late

Too many carbs

Child has an infection that
is not being cared for

The advanced sports
offered is misleading...not
really advanced.

Bus counselor is
clueless...

Why dessert every day?

We don’t do that at home.

Child is homesick

Child’s swim level is
inaccurate...

I followed the bus...he
was speeding...

Those bathrooms were
disgusting on visiting

There is cursing from the

My child won t make Nurses are rude — or lack day...its visiting day...l older campers...why
healthy choices on his s ,
follow up... can’t imagine what they should my 5 year old hear
own. .
look like when parents are that?
NOT here!
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How dees gour comp respond to poarent feedback and
commounicoation?

Answer the following statements by deciding whether they are True or False for your camp.

1. At our camp, leadership takes timely action on the majority of parent comments and concerns. (T or F)

2. Our office staff invites parents to share information by being pleasant, quickly responsive, and
sympathetic when parents complain or need to speak with a Director. (T or F)

3. There are more than 2 people in our camp that roll their eyes after they hang up the telephone with a
complaining or stressed out parent. (T or F)

4. Our camp does at least one parent survey during or after the summer. (T or F)
5. We analyze the results to our parent surveys and create an action plan based on its findings. (T or F)

6. Our camp leadership team is consistently aware of changes we make as a result of parent feedback. We
are good at keeping the entire team ‘in the loop’ of why changes are being made. (T or F)

7. There are several people on our staff that resent parents sharing their opinions with us. They take a
defensive stance more often than not to parent input. (T or F)

8. We consistently communicate changes we make at camp with our parents. We think of them as
partners as well as customers. (T or F)

9. Our camp director, board, and/or owner are resistant to change. (T orF)

10. Our camp collects input from parents, action is often taken, yet our parent’s perception of this issue
never seems to change. (T orF)
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Cotegories of Redction

If your camp takes a defensive stance to parent input,
determine the following:

1. Who are the people demonstrating this
defensive point of view? Is it someone who has
decision making power or others who impact
parent perception from within the organization?

2. Where is the defensiveness coming from? What
are we afraid of? Are these people always
defensive, or only with certain PARENTS, TYPES OF
FEEDBACK, or does it simply DEPEND ON
THEIR MOOD?

3. How easily influenced is the defensive party? Is there anyone within the organization that can sway
this person/people to view the feedback more positively?

4. To what extent does the defensiveness prevent the organization from responding appropriately to the
feedback?

Camps who respond reactively to parent input often make a change happen — however it is
sometimes without thinking through the consequences first.

Reactive changes, from reactive leadership, create stress and uncertainty within the

organization. Reaction without thought of who isimpactedandh ow it ' s icaugesl e
leadership to lose credibility. Reaction without thought usually puts band aids on issues, which
often do not stick long term. Parents will continue to complain because real change doesn’t
occur permanently.

Whenever possible, avoid reactive decision making by thinking through some basic questions:

1. What is the parent really asking for?

M —=-0O0>mMm>

2. What can camp do to resolve this issue for this parent (and others)?

3. Do we need to provide:

a. The perception of change? (Advertise systems already in place, but not known
enough by the parents...i.e. a counselor in every cabin during OD)

b. An actual change?

c. Ornochange at all?
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APPRECIATIVE
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Appreciative camps seek out parent input.

e They keep customers on the phone longer.

Camps with the most healthy approach to
parent input are appreciative. Regardless
of the outcome of their actions they are
always happy to hear parent complaints.
A complaint is a gift to these appreciative
camps. When parents DON'T tell you
their feelings — and simply decide to leave
camp or speak poorly of your camp to
others —the camp’s image, reputation,
and enrollment are all impacted
negatively.

e They end tough conversations by asking for MORE information and a thank you.

e Appreciative camps redirect leadership staff who are defensive or anti-customer. They work hard to
explain why changes are being made and create plans for change implementation to ensure success.

Which Categories for Reaction resonate with you and your camp?
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Creating on Action Plan

85 of your families completed a post camp survey. Here are some of the findings:

1. 3 out of 85 parents mention serious concerns about their child’s social experience at camp. All three
parents have daughters at camp, all between 11 and 13 years old. Here are some quotes:

a. “My daughter was consistently picked on in the group. She felt uncomfortable and despite the
Division Leader attempting to help, nothing seemed to stop the other girls from excluding my kid.

She is unlikely returning next summer.”

b. “¢KS 3IANX & INB NBtSyiatSaao L R2y Qi dzy RSNEGI yR
odz t @Ay3a yR Of AljdzSao a @ ce Rtlyodzdaiaf SNdefp R Qi KI @S
other girls have been together since they were 8 years old.”

c. “My daughter loved all the activities and found the counselors to be so sweet. Aside from the food
issue | mentioned earlier, the only big problem she experienced was a few of the girls in her group
GSNBE YSIyo LQY &adz2NB AdiQa 2dzaAad GKSAN F3So ¢t KS
ONRB{1S NYz S& 0SKAYR GKSANJ O2dzyasSf2NNRa ol Ola® a
girls that were the victims. This caused a lot of drama in the group and seemed like an unnecessary
distraction.”

2. 11 families in the same survey mention their disappointment with how infrequently the supervisor checked
in with them. They were expecting more communication. Out of the 11 who complained, 4 never heard
from their child’s supervisor, 5 heard from them only one time, and 1 heard from the supervisor several
times — but she was never satisfied that this person really knew what they were doing. The large majority
of parents surveyed felt communication with the supervisor either “met their expectations” or “exceeded
their expectations”.

3. 2 parents made mention of the horrible lice outbreak you had at camp this summer. There was no question
that specifically asked about “lice”, so this was unsolicited feedback. Here are their comments:

a. “Lice is disgusting. Hopefully camp will prevent this in the future. | heard some of the school districts
in our area had lice at the beginning of this school year. | know there are a lot of kids from camp
gK2 3J2 G2 GKSasS aokz2z2fao LQY 62yRSNAYy3a AT GKS

b. “Mly child had lice this summer, which we did not discover until two weeks after the summer ended.
It was a nightmare to get rid of! | hope we never have to go through that again.”

Action Plan: On the following page, provide a complete list of actions you will take as a result of this feedback.
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Action Plan for Parent Survey Findings:
¢2 3ISG adl NI SEH
determine:

V The level of change you
need the parent to see.

V Who is responsible?

V What further research is
required?

V What is driving these parent
perceptions?

V How and if you will

communicate this change to
parents?
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Determine three areas in your camp that parents have given input on, but little to no change has been made.

1.

What actions would you like to see your camp make regarding this parent input?

Thank you for having us at the National Camp
Conference!

For questions or comments about this session please
contact us at:

info@truetolifetraining.com
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Do You Want a True to Life
Team at Your Pre-Camp
Training?

0 8APSHOT WORKSHOPS O
Training that Captures the REAL
Picture!

Incredibly fun, engaging workshops
to get staff thinking, feeling and
decision making!

To bring a Snapshot Team to
your camp contact us at:
www.truetolifetraining.com

Or call us at

609.632.0471
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