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Complaint Resolution Program Discussion

SCENARIO FOUR
PHILOSOPHY: ACA’s current complaint resolution program is relatively effective, and with some changes, will be more efficient and effective.  In addition, the current program of using the enforcement of the ACA Code of Ethics as a final appeal for complainants to pursue against camps and members with unresolved issues will continue.
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 provides regular training and support to Section Complaint Resolution Chairs.
2. ACA provides all members and camps with education about the complaint resolution program – including the possible sanctions that can be placed on camps.
3. When a complaint is received, the entire process is fully explained to them – including what ACA can and cannot do.
4. Follows the current process as outlined in the Complaint Resolution Brochure.
5. In addition, ACA will regularly review the Code of Ethics for viability.
ATTACHMENTS: Current ACA CR Brochure and current potential penalties.
PRO

· No need to change the current program, simply beef up in some areas.
· The vast majority of current complaints have been handled at the Section level and have not proceeded to an “affidavit” stage for the National Ethics Commission – thus, this scenario would not try to fix something that some think is not broken.
· Fulfills the 501(c)3 Mission of the organization.

· Holds members accountable to the Code of Ethics of the Association.
· Would not accrue outside expenses
· Involves people
· Minimal transition at the section level
CON

· People who do not understand the current program will not understand this scenario.
· System links complaint resolution with enforcement of the ACA Code of Ethics as the only avenue for complainant resolution.
· Complainants do not care about the Code of Ethics, they want resolution of their issue.
· In reality, the current system has no authority to “do” anything – beyond the penalties listed.
· Relies on the volunteer time of Complaint Resolution Chairs who may be busy with their own camps.
· Public does not think it is a fair process – they believe that ACA will “advocate for” the camp.
· Inconsistent implementation across Sections may continue.
· Drain of financial and volunteer resources of the association.
· Current system does not provide enough help
· Parents may feel they are contacting camp venue when speaking with a section volunteer
· Perceived conflict of interest
· Legality concerns for “enforcing” the Code of Ethics
· Penalties can cause camps to just drop accreditation
· Current program must not be working, otherwise we would not be here
· We need new thinking
KEY ISSUES/QUESTIONS

· How would ACA ensure that it is being unbiased in the process?  That is – the public believes ACA will always advocate for the camp.
· How would ACA ensure proper training for Section Complaint Resolution Chairs?  How is it paid for?  How often is it conducted?
· Why would a complaint resolution program be ultimately tied to the enforcement of the association’s Code of Ethics?
· Other pros/cons for this scenario?
· How would we educate parents about their options?
INPUT FROM THE COUNCIL OF DELEGATES

· There is an expectation of assistance from ACA

· Could accountability be outlined by the standards program?

· Need more parent resources regarding the entity of ACA and what ACA can do

· Training would need to be on-line and in person, and on-going.

· Could there be an advisory group of retired directors?

· Where do we complain about parents (
· ACA should assist

· Sometimes people just are not satisfied

· No teeth except on mandatory standard

· Lack of public awareness/internal knowledge of the process

· Need education

· No resolution really – although we do in many cases

· Need to make sure camps understand what they are signing on to

· Training for staff and directors and the public

· Pro- currently no outside expenses – no raise in dues, involves people currently

· Are currently upfront about other options for resolution

· Con – perceived conflict of interest between ACA and members (parents think we are for the camp)

· Use retired professionals

· Concern – penalties may cause some camps to drop ACA

· Legality in enforcing a Code of Ethics?

· Create a standard about conflict resolution?

· Training – regular for chairs

· Sharing among chairs

· Need standardized forms for complaints

· Use another term besides complaint resolution

· Education – want to encourage parents to call – but have them understand what we can do.

· PR

· Timeline issues

· Differences between private camps and agency camps – can there be different processes

· Ethics v Standards? Camps can take “N”… look at changing standards so they will all be MANDATORY

· Two tier system.  Timing – in summer one timing process, in other times – different

· Want to offer some type of immediate response

· Idea of a triage of complaints….  

· Don’t want to look toothless but want nimbleness

· More education…

· Outside mediator but not BBB

· Current system – sections do it differently

· Current process not working as well as we want

· Lack of consistency and education

· Education concerning the process and also regarding the Code of Ethics…. What does signing it really mean???

· Have the Code be more involved with standards

· Education on ethical business practices

· Current process too drawn-out

· WANT DATA ON PAST COMPLAINANTS.

· Do we want to police

· New idea:  modify current program – communication but then also consider that directors would rather hear about the complaint over the phone than through a letter.

· Facilitate communication

· Still want to track complaints

· Add retired camp professionals to the section process
· ADD a standard requiring camps to have a complaint resolution policy and procedure

· Need a standard form for logging complaints


