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Complaint Resolution Program Discussion

SCENARIO TWO
PHILOSOPHY: ACA is information central for the public; and, ACA will try to help the public and camps resolve issues by offering to facilitate discussion.  We provide resources and a list of the appropriate outside channels available to handle the public’s complaints against camps.  In addition, we offer a facilitation service if both parties are desirous of that service.  If both parties agree to the facilitation service, but it is unsuccessful, then no further service is provided.
FOUNDATION:  Shares the same foundation as each of the scenarios; that is:

· The public WILL contact ACA with complaints about ACA camps and members.  We must have a plan of what to do with those complainants in place.

· All complaints dealing with issues related to potential child endangerment or abuse are immediately referred to the proper child protective services authorities.

· If a complaint is made against a camp that is NOT ACA-Accredited, the complainant will be provided with a list of resources available in their state.

· If a complaint is related to a mandatory ACA standard, then the Section will follow-up with an as-yet-to-be-determined process.

· ACA will continue to develop education pieces and training for camps to assist them in customer service, dealing with complaints from camp families, and conflict resolution.

· (Note the key questions about the Foundational issues found on the “Foundational Issues” document.)

ELEMENTS:
1. Section volunteer Chairs (currently know as “Complaint Resolution Chairs” – but a new name would potentially be developed) are provided training in facilitation.  (Training would be provided each time a new Chair was in place.) 
2. When a complaint is received, it is explained that we offer information on outside resources and that we have a facilitation service if the camp and the complainant are both interested.  The complainant receives full information about what ACA can and cannot do – that is – we cannot “make” a camp do something – but we can attempt to facilitate a discussion with the camp in order to solve the conflict.  If a complainant is interested in the service, proceed to step 3.  If not, proceed to step 5.
3. The camp is contacted and the nature of the complaint is discussed.  The offer for facilitation is made.  If the camp is interested, then the Chair will attempt facilitation.  If the camp does not want facilitation, go to step 5.
4. If facilitation is not successful then ACA can only proceed to step 5 and the facilitation is closed.
5. Complainant is provided with a list of resources available in their state.  This would include agencies such as the health department, Better Business Bureau, Attorney General, etc. The list of resources would be updated regularly for accuracy and would be available to the volunteer Chair, Section offices, and the National Office.  It would be the responsibility of the National Office to keep the resource list updated and available.
PRO

· Complainants quickly understand what service ACA can and cannot provide to them.

· Promotes education and dialogue instead of enforcement.
· Parents get to be “heard” – if the camp agrees to facilitation.  If camps do not agree to facilitation, the parent is given the resources to contact other entities who can “hear” them.
· ACA is serving the public by providing outside resources.
· Consistent application across Sections.
· Simple.
· Fulfills the 501(c)3 mission of the association

CON

· Need for specialized training for Section volunteers
· Relies on volunteers who may be busy at their own camp.
· Because of the difference in Sections, not all will be able to respond in as timely a fashion.
· Talking points must be simple and short in order to assure consistency in the program.
· Camps may not agree to facilitation, then parents will be frustrated.
· Parents may have already been talking at length at the camp – and thus feel we are not offering any additional help.
· Could look like a good ole boys network
KEY ISSUES/QUESTIONS

· Would camps agree to ACA facilitation?
· What training would be needed for the Chairs?  Who would do the training?
· Would the public feel that ACA only “sides” with the camp if the camp refuses facilitation or if it is unsuccessful?
· Other pros/cons of this scenario?
INPUT FROM THE COUNCIL OF DELEGATES
· Instead of asking the poor complaint resolution chair to facilitate, we recommend having a contract with a professional mediator.

· Have a third party professional mediator instead

· Keep a log a complaints and how they are resolved… follow the trends in order to provide education

· Consistency of CR chairs across sections – consistency is needed to provide the service

· Look at CR Chair qualities – provide training to them.

· National rep involvement should be right away in order to provide service and support

· Finding a common ground is the goal

· Concern – camps might not want to go to facilitation…. What to do?

· Makes sense

· Good role for ACA – not the judge or jury

· Chance to encourage people to talk to each other (camp and family first)

· Resource list only would not be enough

· We should call the camp first BEFORE we offer facilitation to the family

· CR Chair needs to be perfect (
· Need a clear list of what we can and cannot do

· Liked that the section would have a CR person – they would know their camps 
· Should be good support system for the section person

· Training – perhaps could contract with outside training source.  Lots of questions about this…
