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Complaint Resolution Program Discussion

SCENARIO THREE
PHILOSOPHY: ACA will outsource the handling of public complaints about ACA camps to a third party. 
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. ACA outsources the program of receiving and handling complaints from the public.
2. This third party would already be in the process of handling complaints.
3. If ACA were to outsource to the Better Business Bureau, perhaps ACA could make a deal with the Better Business Bureau so that all ACA camps automatically become members of their local Better Business Bureau.  (Which may be a valuable resource to members beyond just the BBB complaints service.)
ATTACHMENT TO THIS SCENARIO:  Overview of the BBB system.
PRO

· Places complaints in the hands of those who are trained to deal with them.
· Clearly sets out what ACA does not handle.

· “Camp” is already a category in the Better Business Bureau complaint process.

· Provides the objectivity of an independent process – ACA is not perceived as “for” the camp

· BBB system is “public” so it might cause camps and families to resolve quickly

· Simple and fair for both the public and the camp.
· ACA response to the complainant is timely.
· Simplifies our relationship with camps
· Eliminated the conflict of interest for ACA
· Perhaps can be resolved easier
· Becomes public record
· Presents ACA as a professional organization
· Protection from litigation
· Ability to focus on what we are in business to do
CON

· Some may think this abdicates ACA’s responsibility (however others may believe that providing a resource from a third party is an appropriate responsive step.)
· Perhaps would cost money to outsource and/or give BBB membership to all ACA camps.
· Unknown quality of service.
· ACA would not hear back about the resolution – although unsure if necessary
· Loss of historical data about what kinds of challenges camps are having with families – thus loss of an avenue to collect data regarding training and education needed by camps.
· No way to follow up on the issues
· Outside group may not have knowledge of “camp”
· Additional cost for this outside group – ACA dues and camp fees implication?
· What if the third party is not doing a good job?
· Becomes public record
· costs
KEY ISSUES/QUESTIONS

· What is the quality of service provided by these “specialists” in handling complaints? (See attachment regarding BBB.)
· Should ACA “know” what is happening with any complaint?
· How high a value do we place on timeliness and the objectivity of a “third party”?
·  Other pros/cons of this scenario?
INPUT FROM THE COUNCIL OF DELEGATES
· General consensus of our table is that we do not like it

· Camps already do complaint resolution every day in the business of camp

· Parents just want to be heard

· Should we even outsource – who should we outsource to?

· Who else besides BBB

· Since majority of complaints come from IP camps – could we outsource to AIC?

· Look at what other orgs do: AMA, schools, etc. (others with standards)

· Would allow ACA to continue to be a professional org…. 

· Con – cost, educational value perhaps would be lost

· Need to beef up current program!

· Hire ind contractor to handle the more difficult situations

· CR is really a service to members and public

· Don’t want people to say why ACA

· Follow up issues are key

· Outside group would not be camp knowledgeable

· Camp directors do complaint resolution every day

· Additional cost for outside agency – hate to put another charge on top of that

· Parents want to be heard

· We are not hearing about the bigger issues anyway – so keep in house

· Only scenario that did not mention 501 c3

· Did not like the scenario

· Lost of data, cost, connection to standards

· Is BBB really the right type of outsource?

· Would this cause negative exposure re national legislation such as a Camp Safety bill?

· Pro – potential to simplify relationship between ACA and camps – 

· Potential for easier/faster resolution

· Outside organization would provide a public record

· Con – What if there were inconsistencies between the BBBs across the country

· Since the number of complaints is low, outsource to an independent contractor to handle the most difficult cases

