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4.2 RECREATION PROGRAM ASSESSMENT

[4.2.1 INTRODUCTION
As part of the planning process, PROS performed an assessment of the programs and setvices offered
by Richland County, South Carolina. The assessment offers an in-depth perspective of program and
service offerings and helps identify strengths, weaknesses, and opportunities regarding programming
for residents. The program assessment also assists in identifying what are considered cote programs,
program gaps within the community, key system-wide program issues, and ateas for improvement and
in determining future programs and services for residents.

PROS based these program findings and comments from a review of information provided by the
County in the program assessment templates developed by PROS. Included are program descriptions,
participation statistics, financial data, website content, focus groups, stakeholder interviews, and
discussions with staff. It identifies key issues and presents recommendations for these issues,
summarized at the end of this section.
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Parks and Recreation Comprehensive Needs Assessment

[4.2.2 EXISTING CORE PROGRAM AREAS
The core program areas for Richland County Recreation Commission (RCRC) are listed below. It is
important to recognize that limits on the Commission’s staffing, resources, and availability of space
may hinder some of the staff efforts to maintain or expand core programs; therefore, it is essential
that staff commit to a concerted effort towards managing and prioritizing core program areas even if
resources fluctuate.

4.2.2.1 ADAPTIVE RECREATION PROGRAMS
The Richland County Recreation Commission provides programming and activities for children,
adults and military veterans with intellectual and physical disabilides.

® Goal - To provide a safe environment for individuals with special needs to enhance social
skills, daily living skills, and promote a healthy mind, body, and spitit.

4.2.2.2 ADULT ATHLETIC PROGRAMS

The Richland County Recreation Commission believes that just because you are an adult doesn't mean
you can’t have fun while being active and healthy. Kickball, Softball and Basketball leagues are
available to adults who want to rewind the clock and stay fit.

® Goal - To create a positive impact on the physical, mental, and social health of individuals and
their communities.

4.2.2.3 ADULT PROGRAMS
The Richland County Recreation Commission offers a variety of programs for adults 18-45 that
impact their physical, mental, and social health.

® Goal - To offer affordable and quality recreational programs to our communities.

4.2.2.4 FACILITY RENTAL PROGRAMS
The Richland County Recreation Commission is committed to renting facilities at an affordable rate
to community members and organizations.

® (Goal - To offer clean and safe facilities to be rented for athletics and social events.

4.2.2.5 HEALTH & WELLNESS PROGRAMS
The Richland County Recreation Commission is committed to offering health and wellness programs
and activities for the various communities we serve.

® Goal — To provide information to the public about health issues that may affect our
communities.
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42.2.6 OUT OF SCHOOL TIME PROGRAMS
The Richland County Recreation Commission's afterschool and summer camp programs arc 4 great
service for parents of children in K5 through the 8th grade. Parents can be reassured that their

children are in a safe and fun environment that helps to develop their child mentally and physically.

e Goal — To provide a safe environment for kids during the school year and summer.

4.2.2.7 SENIOR PROGRAMS

The Richland County Recreation Commission is committed to offering adults age 50 and above a
variety of leisure and fitness experiences to choose from throughout the year.

e Goal — To create a positive impact on the physical, mental, and social health of individuals

and their communities.

42.2.8 SPECIAL EVENTS

The Richland County Recreation Commission offers a variety of special events throughout the year.
These events showcase cultural diversity and promote health and wellness. Each event provides fun

and family entertainment.

e Goal — To create a fun memorable experience for the entire family by offering quality and
affordable events that entich lives and connect communities.

4.2.2.9 YOUTH ATHLETIC PROGRAMS

The Richland County Recreation Commission offers instructional and recreational youth athletic
programs beginning at age 3.
e Goal — To create a positive impact on the physical, mental, and social health of individuals
and their communities.

4.2.2.10 YOUTH PROGRAMS

The Richland County Recreation Commission is committed to offering youth quality programs and
activities that promote teamwork, fitness, and a healthy lifestyle.

e  Goal — To offer affordable and quality recreational programs to out communities.

4.2.3 REPOSITIONED PROGRAM AREA

With an increased focus on wellness as well as healthy living including diet and nutrition, it may be
beneficial to expand the Health and Wellness programs. Also, given the unique differences in age
segment needs along with the County’s aging population demographics, there may be an opportunity
to have separate Youth Health and Wellness programs and Adult Health and Wellness programs as

well.
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The Department is doing an excellent job with managing and promoting existing programs.
Additionally, the overall quality of the recreation programs that people have participated in are of a
very high level and the PROS team urges the staff to continue maintaining that level moving forward.

|4.2.4 LIFECYCLE ANALYSIS

The program assessment included a lifecycle analysis completed by staff members. The listing of
programs is included in the chart on the following page. This assessment was not based on
quantitative data, but based on staff’s knowledge of their program areas. These lifecycles can, and
often do, change from year to year or over time depending on how the programs fare.

The figure below shows the percentage distribution of the various lifecycle categories of the
Commission’s 91 recreation programs as listed by the staff:

Introduction New program; modest participation 25%

. o s s 86% 50-60%

= 0,

Take-Off Rapid participation growth 15% fied total
Growth Moderate, but consistent population growth 46%
Mature Slow participation growth 13% 13% 40%
Saturation Minimal to no participation growth; extreme competition 0% 0% 0-10%
Decline Declining participation 0% total Saral

Table 4.1 Program Lifecycle Distribution

These percentages were obtained by comparing the number of programs listed in each individual stage
with the total number of programs listed in the program worksheets. The PROS team recognizes that
while there is no statistically sound method for obtaining the percentage breakout of all programs by
lifecycle stages, the overall pattern and trends are apparent in the Program Lifecycle table.

The lifecycle trend provides areas of opportunity. Programs in the Mature stage are valuable to the
programming mix because their steady nature allows for predictable resoutce allocation and efficient
delivery; however, only 13% of programs fall into the Mature stage, which is well below the
recommended 40%. There are currently 0% of all programs that ate in the Decline and/or Saturation
Stage, which is well within the recommended range.
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4.2.41 RECOMMENDATIONS

The PROS team recommends that the staff track program lifecycles on an annual basis to ensure that
the number of programs in the Saturated to Decline stages remains minimal, while also ensuring an
increased number of programs in the Introduction stage. It is recommended that programs from
Saturated to Decline should comprise no more than 10% of the total program mix at any given time.

Additionally, the bottom 5% of all poorly performing programs must be eliminated or repositioned
to ensure the cycle of program innovation continues. It would also be helpful to establish a
performance metric to ensure a set percentage of programs only should be in the Decline stage and
any programs staying in that stage for two years should be repositioned or eliminated in favor of new
programs. These recommendations for lifecycles and retention rates are meant to be used as
performance metrics for the Commission staff to track against and demonstrate success.
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Parks and Recreation Comprehensive Needs Assessment

Stage in Program Lifecycle
Introduction Take-Off Growth Mature Saturated Decline
Winter Wonderland Adult Softball Camp Sunshine Veleran's Program
Fancy Feet Soccer Adult Badminton Challenger Football League Afterschool Program
Pickle Ball Athletic Fields Rising High Basketball League Ballroom Dancing
Neo Soul Night Everybody Desenes a Massage Adult Flag Football Ceramics
Urban Ballroom Dancing National HIV Day Adult Basetball Creative Connections
Stroke Awareness Chair Exercise Adult Kickball Salsa
Depression Basket Weaving Golf Tae Kwan Do
Prostate Awareness Line Dance Tennis Senior Games
American Health Month Showtime Carousel Freg Fuolc r:zr::sts AT Fencing
Cycle for Sickle Cell T-Ball Introduction to Computers 1 & 2 Home School Recreation
National Condom Day Badminton Introduction to Excel Martial Arts
National Children's Day Volley Ball Basics Microsoft Office Access Skate Nights
Family Health and Fitness Month Dance Classes Microsoft Office PowerPoint
National Night Qut Steps of Faith Praise Dancing Microsoft Office Publisher
National Kidney Month Microsoft Office Word
Diabetes Month Soul Line Dancing
Healthy Aging Month Parks-class rooms
_Hmimuwnmume Community Centers
Card Player Picnic Shellers
Aerobics Tennis Courts
Game Night Aquatics
Yoga Summer Camp
Disco Dash Adult Trips
Bingo
Bowling
Fitness Room
Strength & Conditioning
Stepping Classes
Zumba Gold
Anhritis Exercise
Cottontail Festival
Breakfast with Santa
Flag Football
Youth Track
Youth Soccer
Youth Basketball
Gymnastics
Free Play Basketball
Basketball Basics
Action Cheer and Tumble
Tap & Ballet
Hip Hop Dance
25% 15% 46% 13% 0% 0%

New program; modest
participation

Rapid participation growth

Moderate, but consistent
participation growth

Slow participation
growth

Minimal to no
participation growth;

extreme competition

Declining participation
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‘74.2.5 AGE SEGMENT DISTRIBUTION
In addition to the lifecycle analysis, staff also assessed age segment distribution of programs.

Despite the fact that the adult and senior populations represent over 48% of the local population
(median age 33.7 years), the balance of age segment distribution for programs is skewed towards youth.
Based on the program list provided by the staff, 60% of all programming is geared towards ages 24
and below. It is typical nation-wide for agencies to focus heavily on youth and families. The absence
of multi-generational spaces and thus program offerings also impact the participation for the young
families (ages 20-40) where the parents are more likely to spend their time and resources in programs

for the youth.
Less than 8% of programs cater to the 65+ population even though the 55+ population is expected

to grow to over 28% of total population by 2030. It would be appropriate for the staff to view the
age segment distributions on an annual basis to ensure continued rebalancing among skewed

categories.

given the differences in how the active adults (55+) participate in recreation

Also, if possible,
gments of older adults. The

programs, the trend is moving toward having at least two different se
Commission could evaluate further splitting program offerings into 55-74 and 75 plus program

segments.
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Parks and Recreation Comprehensive Needs Assessment

[4.2.6 SPONSORS / PARTNERS AND VOLUNTEERS

4,.2.6.1 SPONSORS / PARTNERS

Currently, the Recreation Commission has multiple partners such as the South Carolina United
Recreational Soccer Club, Patrons, AARP, Richland Fashion Mall, etc. Most of the partners have
formal written agreements with RCRC that help run program registrations, cover program cost,
provide their services and/or spaces for programs and events, etc.

In order to truly sell the potential benefits of partnering with the system, there is a need to develop a
focused sponsorship campaign and a proposal for tiered sponsorship levels. Under the “Foundation”
tab of the Richland County Recreation Commission website, you can find contact information in
addition to a brief write-up explaining why organizations should partner with RCRC. This information
should be highlighted front and center on the website describing the steps required to become a
sponsor/ partner.

Additionally, to garner sponsorship dollars it would be helpful for the Recreation Commission to
provide a detailed listing of each event, the participation numbers and user demographics, which
would help potental sponsors to identify how well the park system participants align with the
sponsor’s target market and choose the right fit for them.

These metrics will also help the Commission evaluate its return on investment (ROI) for sponsorships
/ partnerships for various events. Some other recommendations would be to publish these metrics

on the website and promote them aggressively.
Other recommendations for Sponsorship include:

Sponsor Recognition - Recognizing all existing or past

sponsors for their support would strengthen working

relationships with sponsors. The brochure’s imagery could pOﬂSOI‘Ship
provide illustrations of promotions that may have been done or ‘

could be done to demonstrate sponsorship positioning. The

Commission should consider adding a page in the brochure

thanking all of their current partners.

Tiered Sponsorship Levels - It is essential to create tiered levels of sponsorship in order to allow all
potential sponsors the ability to choose the level of support they wish to exhibit.

Package Offerings - It has been seen that the greater the opportunities to package the offerings, the
more the likelithood of selling sponsorship. Packaging sponsorship opportunities for Events as well
as Signature Parks and Facilities including the Polo Road Park, Kelly Mill Sports Complex and Pond,
LinRick Golf Course, Richland County Tennis Center, the Recreation Centers, etc. could be a viable
option to provide additional sponsor value as well.

Providing sample packaging options that tie-in some signature special events with some of the smaller
events would ensure that the staff up-sells events that may not be sold otherwise, while the partners
receive more bang for their buck.
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4.2.6.2 CROWD FUNDING

This area can be operated in conjunction with the Foundation’s projects in looking for specific
opportunities. Crowdfunding websites such as Kickstarter.com, Razoo.com, Indiegogo, etc. have
extremely successful examples of public agencies that have successfully partnered and raised revenue
to build or enhance parks and facilities, offer programs and even design marketing materials. The
Town of Blacksburg recently raised over $7,600 for a Mountain Biking Skills Park matching grant with

the South Carolina Commission of Conservation and Recreation.

INDIEGOGO Expiore How It works Start a campaign

Blacksburg Mountain Biking Skills Park

Community ~  Blacksburg. Virginia, United States v

'5'-3 Story Updates 2 Comments 1 Backers 114 Gallery 4

$7,675uso

raised by 114 people in 2 months

J8% lunded No time left

ﬂ yeritied Nonprofit
Fb £20,000US0 goa

dang

Figure 4.1 Indiegogo Website Screenshot

4.2.6.3 PROGRAM VOLUNTEERS

The Recreation Commission has a wide variety of volunteers to help with their core programs.
Although, the Commission utilizes a wide variety of volunteers there is no place on the RCRC website
(www.richlandcountyrecreation.com) homepage for individuals or organizations to sign up or learn
about volunteer opportunities with RCRC. PROS also encourages the Commission to foster a system-
wide approach to volunteer recruitment and management. Ensuring streamlined procedures and
standardized guidelines for volunteer management are critical to making volunteers an effective
complement to paid personnel and a valuable asset in reducing operational costs. When managed
with respect and used strategically, volunteers can also serve as the primary advocates for the
Commission and its offerings.

A key part of maintaining the desirability of volunteerism in the Commission is developing a good
reward and recognition system. The consultant team recommends using tactics similar to those found
in frequent flier programs, wherein volunteers can use their volunteer hours to obtain early registration
at programs, or discounted pricing at certain programs, rentals or events, or any other Commission

function.
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Parks and Recreation Comprehensive Needs Assessment

Other best practices that the Commission should be aware of in managing volunteers include:

e Identify volunteer opportunities system-wide, develop job descriptions and acceptance

conditions for volunteers (such as background checks).

Utilize online sources such as www.volunteermatch.org to recruit volunteers.

Develop a tracking system to quantify the number of volunteer hours according to program
area and specific function and document cost savings in more detailed ways.

Develop documented volunteer recruitment, retention, and recognition systems.

e Involve volunteers in cross-training to expose them to various recreational functions and
increase their skill. ‘This can also increase their utlity, allowing for more flexibility in making
work assignments, and can increase their appreciation and understanding of the Commission.

e Add steps to formally document resignation or termination of volunteers. Also, include ways
to monitor and track reasons for resignation/termination.

r4.2.7 MARKETING AND WEBSITE

4.2.7.1 MARKETING
This section reviews the Commission’s marketing and promotons as gleaned from the program
worksheets. Overall, RCRC does a faitly good job in maximizing the various marketing and outreach
mechanisms. The number and types of mediums used are certainly varied but the survey responses
indicated lack of awareness as one of the batriers to participation. Developing a true branding plan to
create and propagate a message that
resonates will be important to
maximize the effectiveness of the
marketing mediums listed below.

As stated in the program assessment
worksheets provided by staff, most
programs are promoted via the Print
and Online Program Guide, the
Website, Flyers and Brochures,
Email Blasts, PSAs, and paid
advertisements.  There are also
some instances of social media
usage, and even some radio and TV.
Areas of opportunity mentioned
most frequently included creating an
on-hold preprogrammed phone message, using SMS Marketing, and using QR codes. Adding an
RCRC based app would be a ‘next practice’ that a high performing agency like RCRC should certainly
consider.

Given the limited marketing dollars available, it would be helpful for the Commission to undertake a

marketing return on investment (ROI) assessment to evaluate the effectiveness of the marketing

mediums undertaken and tailor future marketing spending to focus on the most effective mediums.

This could be done by ensuring every registrant and as many on-site users as possible are asked ‘How

did you hear about us?’ Tying the patticipant responses to matketing mediums would allow for a
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better understanding of marketing spending and enable greater effectiveness of existing ones while
eliminating non-effective mediums.

Cross promoting at Special Events would be highly recommended. It is imperative that the
Commission take advantage of the presence of high numbers of relative captive audience in the special
event environment to promote its other offerings, programs, facilities and rentals. Similarly, cross-
promoting programs targeted towards the same age group audiences too should be highly encouraged.
An example would be cross-promoting Breakfast with Santa at the Christmas Night at the Park and

vice versa.

4.2.7.2 WEBSITE

The current website is very user-friendly and drop-down menus make it very easy to access any
information desired by a user. The mobile friendly website (also known as a “responsive” website) is
a good addition and a key tool in today’s times of increased smartphone utilization. The scrolling
banner highlighting upcoming events is an excellent practice which directly drives user attention to
future important dates.

*
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._\ y,

) D
5 ?A[HHliﬁi “'z H “.E E
= \us TﬁURﬂmg,,, {
ﬂ Fud .“ + N -

TEW

10TH ANNUAL CHILI CHALLENGE TENNIS
TOURNAMENT
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‘En;oy Our Parks
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Gadsden Park Community Center

Christmas at Killian Park

EHRISTMAC

Figure 4.2 Example of a Responsive Website with Scrolling Banner

The use of Web 2.0 technology must be increased beyond what is currently used: Facebook, Twitter,
and YouTube to other mediums such as Instagram and Pinterest as well. The key to successful
implementation of a social network is to move the participants from awareness to action and creating
greater user engagement. This could be done by:

o Allowing controlled ‘user generated content’ by encouraging users to send in their pictures
from the Commission’s special events or programs
e Introducing Facebook-only promotions to drive greater visitation to Facebook
74
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® Leverage the website to obtain customer feedback for programs, parks and facilities and
customer service
® Expand opportunities for Crowd-sourcing information on an ongoing basis
o Some existing resources include www.mindmixer.com and
www.peakdemocracy.com which_can be evaluated if the agency has the resources
and can utilize it on an on-going basis

® Provide opportunities for Donations or Crowd-funding through the website "‘

o www.kickstarter.org / www.indiegogo.com / www.razoo.com
for Crowd funding options including printing program guides or
developing marketing material indiegogo

® Maximize the website’s revenue generating capabilities
® Conduct annual website strategy workshop with the staff to identify ways and means that the
website can support the Commission

4.2.7.3 SOCIAL MEDIA TRENDS

From the February 2014 Nielsen, The Digital Consumer report, the following chart shows unique
audience of social media websites and apps by platform. The chart illustrates that individuals are
reaching for their smartphone versus a traditional computer to access social media platforms.

UNIQUE AUDIENCE OF SOCIAL MEDIA WEBSITES AND APPS BY PLATFORM

JULY 2012 @ JULY 2013
148,028,000 120,396,000 102,097,000
PC/COMPUTER SMARTPHONE SMARTPHONE
BROWSERS APP WEB BROWSERS
/- APP
[N

Figure 4.3 Digital Consumer Report
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The report also indicated that while Facebook remains the largest social network in both web and
ther social media platforms such as Pinterest and Instagram. -

mobile, consumers are taking on 0O
d Instagram has neatly doubled the number

Pinterest has tripled unique users on smartphone apps an
of unique users in 2013.

Pinterest

[42.8 CUSTOMER SERVICE AND FEEDBACK
Customer service is the root of success in any organization.
A true community-service organization prides itself on
identifying its customers’ preferences and acting in
accordance to help fulfill their needs. In order to do this, an
ongoing and system-wide feedback mechanism is of vital
importance and the Commission’s willingness to undertake
An extensive customer service training initiative for its staff is
a big step in the right direction.

Currently, there are a variety of training and recognition
practices in place including employee recognition, customer
service training etc. However, an area that RCRC can
improve on is in capturing and using data and metrics to
enhance decision-making and the overall ~customer

experience.

Best practice systems such as Carmel-Clay Parks and
Recreation, Indiana are starting to utilize real-time customer
feedback reporting apps to gather location-based feedback at
all programs, parks ot facilites throughout the County.

Check out \vww.keephappifeet.com for more details on the app.
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r4.2.9 PROMISE OF EXCELLENCE

RCRC does have a Customer Service Policy updated as of
December 2013 and also a Promise of Excellence Customer
Service Program which encourages all employees to go above and
beyond in their daily duties. See below for details on the program.

Service Excellence is RCRC’s pledge to “provide exceptional
customer service to our patrons, our employees, and our valued
community partners”. All RCRC employees receive training in
orientation devoted to delivering world class service.

RCRC’s Promise of Excellence pledge encourages all employees to
go “above and beyond” their daily duties. It applies to all employees,
from receptionists, to grounds workers, to park staff, to
administration, to interns. At the Richland County Recreation
Commission, we see every individual patron, every family member,
every community partner, and all of our co-workers as customers.
As an organization, we promote a culture that acknowledges strong
performances in customer service. Each day, we recognize
exceptional customer setvice in our peers, subordinates, and
supervisors. An example of an employee recognition program is also
provided here.

NYC Resources

NYC Parks 34 Acceasibisty Info | Espariol | View FAQs | Get email updates | Shop Parks | Contact us

S ——— B

F’m’vnlt«ll
|

T .
Parks | Facllitics i Events | Programs | Kids |

Egi & Park > Jaghie Bobrmcn Park » figwy > SFECIAL RECOGNITION FOR SIX OUTSTANDIN

PARMIES
[ o

D] @] (@) e

Trees ‘ Opportunities

Official Wabsite of the New York City Dapartment of Parks & Recreation [ 110 7<) il Claad

Nonate Now

|

|

Park Information

Main History News Map

Jackie Robinson Park

+ Back to News List

The Daily Plant : Wednesday, May 5, 2004
SPECIAL RECOGNITION FOR SIX OUTSTANDING PARKIES

On Monday, May 3. Parks & Recreaton singled out six employees for heir remarkatle work
during the month of April. The honorees were as foliows

c Cloucen la ine ¢ s Empioyee o the Month. Chris is the Manhattan Chief
of Recreaton and has besn with Parks & Recreation since August 5, 1986, For many years, Chris
has led the largest borough's recreation program. Now, he alsa spearheads some of our most
exciting and important projects. Chris has overseen opening preparatians for the 520 mittion
renovaton of the Chelsea Recraation Centar, which Is now ready 1o burst with activity. The cepth
and quality of the center's amenitas, Including state-chthe-ant exercise equipment, six floors of
activity space, and a new indoor swimming pocl, will make itone of Parks & Recreation’s premier
recreaton cantwrs. Chris was also in the Mayor's Cup Track &
Field Chamgionship Mest on Astil 18 and 17, which Brought together over 2.100 young athleles
from ach of the fve boroughs. This historic eventin Astoria Park was the firsttime that New York
City’s public, parechial, and incependent schools competed with each other in one contest. it will
$erve as 3 model for programs kb come. One of Parks 8 Recreation's most capable and effective
managers, Chis continues 1 deliver at the highest level for the agency and, most importantty, for
he wul:;::.wn Yerk City. He was nominated by Deputy Commissionar for Public Programs
Kevin Jef

Renats 4 Sckolowskl is the Capitel Projects Employee of the Mont. Renata A Scholowski is a
Landscape Archigcion the Staten island Team and has been with Farks & Recreation since July
18, 1994, Renata joined Parks from the private firm Thomas Balsiey Associates, where she

worked on residental design. She quickly made an Imoact Rers with het Balen's for elegant

designs, advanced computer programs, and 3D models consyucisd with wood, cardboard, clay,
sieel wire, and fabric. Renata’s outstanding designs Include the 58.5 million Union Sauare Park

Inspections Projects

xt and Found int

Directions to Jackie

Robinson Park
Starting Address

lam traveling by:
Puthc Transportation v

| rrmiert e £3 milinn fanal Park nmisrt and the 87 4 millian ninleet at Eaivisw Eark Ranata

Figure 4.4 Sample of Employee Recognition Program, NYC Parks
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feedback on a particular program or service.
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4.2.9.1 COMPONENTS OF EXCELLENCE PROGRAM
® Staff:
o Allincoming staff receives customer
service training during the orientation
process and must sign the customer
service policy;
o The RCRC Facility Operations Staff
Development and Evaluation Program
was created and Implemented in 2013,
which strongly emphasized customer »J:fé?ﬁii%&%iﬁﬁfm
service; o bandcountyrecrention.com
o All staff who has been with the agency x"",,:;:‘:“""
had to sign the customer service policy e
when it was updated in 2013 as part of oA i e _
the “Promise of Excellence” program; ?ﬁimﬂ'cm uéﬂ";‘;:;ﬁ;;;g_ﬂal
o In 2014, the “Excellence Employee oy el T lrmal
Recognition Program” was implemented | amrm o i
in an effort to recognize staff for the ﬁ:::}“‘"'"fif_'__j
excellent work they do for patrons and mTM‘“" -
coworkers. The completed forms are Mk o
placed in the employees’ personnel file. ;&g;m:t 3 PALRRS LEGEND:
g
e
® Patrons silsnebie
o Promise of Excellence statement is on the inside cover of all Game Plans;
o It was the theme of the 2013-14 Annual Report;
o “Promise of Excellence” Table Top Banners were created and placed in all RCRC facilities;
o The website features an “Excellence” tab where visitors and patrons can provide their
“Excellent” experience;
o During events staff utilizes an IPad that features a Survey Monkey so that the agency can
capture real time feedback;
o} Evaluations are distributed during events to capture feedback;
o Excellence forms are available for patrons to fill out about employees who they would like to
recognize;
o The RCRC Facebook page has also been utilized by patrons when they want to provide

i
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