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Executive Summary
30 years for IACCA. A celebration!

As IACCA celebrates its 30th anniversary, the 2006
annual conference focused on Emerging Trends.
Conference leaders in IACCA want to be on the cutting
edge, recognizing the demands of progress and change.
–IACCA conference brochure

This article summarizes the interactive workshop I
presented, New Lenses on Site and Facility Management.
It also includes the points the participants made during
the session and information from my upcoming 2007
book, Outdoor Site and Facility Management.

Introduction

To share information and to help the audience begin
thinking about the topic, fourteen different issues were
presented using graphics and data in a PowerPoint
show. During each point, there were questions,
discussion, and sharing of ideas. Topics included site,
facility, people, and other. After the presentation,
participants were asked use a 5-point Likert scale to
indicate the attention that was needed for twenty-four
items: a dot for five years ago and another dot for
today. Eleven people participated, and a handful of
people graciously said their position or newness might
influence the data and chose not to participate. The
large group, then split into two groups to discuss their
top areas.

Stay Mission Focused
As you look at this information, you need to keep your
mission, vision and values of the organization
paramount. All site and facility discussions, decisions,
and changes must be aligned with the work you do at
your center. The mission statement is your litmus test
to determine whether trends resulting in changes make
sense for your operation; the boundaries of services
provided for guests; and the culture that permeates
staff, volunteers, and guests daily.
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Key Lense #3 – Security

Key Lense #4 – High Performing

Property Department

Key Lense #5 – Natural Resources

Area 1: Technology Design, Use and
Maintenance
First, the Internet was the area that had the highest amount
of change, from five years ago to today. Technology affects
all parts of our lives, and conference centers are no
exception.

� Mission. Determine for your center, how does “being
connected” support or detract from your mission? One
conference center has put TVs in all the rooms. Another
has separated the conference center (with technology)
and the retreat center (without technology). What makes
sense for your mission? Can you succinctly articulate
how the use and accessibility of technology supports
your mission?
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� Guest needs. Ask the guests informally and perhaps
on their checkout evaluations about their needs. There
are usually several solutions, which may or may not
include individual guest access to technology. For
example, if guests simply want a weather report, can
you easily post morning and afternoon weather
updates in a prominent location?

� Staffing. Depending on the size of the center, its
mission, and the type of technologies used, you will
need different staffing. You’ll also need to determine
how important it is to have skills in-house for guest
and staff support. As technology continues to change,
you may need to send a staff person to training, find
skilled volunteers, work with your associated
organizations, or intentionally split the responsibilities
with staff and an outside vendor.

� Guest knowledge. Do guests know before they
arrive what technology, for their group and as
individuals, will be available? Your website and
promotional, paper-based materials are excellent
places to include this information. Look at how you
have included:

– The technology available/not available. Include cell
phone coverage, public computer availability,
wireless availability, AV equipment.

– A statement about the use of technology in
congruence with the mission. Is it “state of the art”
or “a place for personal growth - away from the
distractions…”

� Technology continues to change and
advance. Look to see that you have funds budgeted
each year to continually update your equipment.
Secondly, work with your accountant, because your
depreciation schedule for some pieces of equipment
may be longer than your actual life expectancy. For
example, a computer may be depreciated for five
years, but yet you replace your computers every three
years.

Area 2: Utilities
The rising cost of utilities, particularly electricity and
heating fuel, is the top area for conference centers to
address. As taught in the facilities KCW, utilities is one
area that you can make changes.

� Plan for celebration. Before making plans and
implementing changes, baseline the current
techniques and costs you are incurring. Of course,
you’ll have a good record keeping system in place!
Then later, you have the data to “wow” people and
celebrate.

� Analyze the problem areas and
gradually phase in solutions. You can do a

lot yourself, but remember to fully
utilize the expertise in your
community. The county
government, state government,
utility companies, or energy

conservation organizations can help you determine
problem areas and possible solutions. They often have
calculated breakeven points for installing different
fixtures or using different techniques. As areas are
maintained or replaced, you can gradually make
changes. Examples include: adding insulation, using
compact florescent light bulbs (where appropriate),
checking for supply line leaks, changing T-12
florescent lights to T-8, using ENERGY STAR ® LED
lighting for exits, etc.

� Include, inform, and educate guests in
your plan. Ideas include sharing your commitment
to the earth, stewardship of resources, and specific
activities a guest can do while they are visiting.
Example: “$x.xx of your overnight fee goes towards
utilities. Please turn off lights and keep the heating/air
conditioning at ___ degrees. This helps our
environment and keeping our costs down.”

� Phase in green building techniques and
green products. While it can be easier to
implement green building techniques to additions or
new construction, there are several techniques that can
be implemented, such as low-flow showerheads, on-
demand hot water heaters, etc.

Area 3: Security
Since security was an above average concern, one of the
breakout groups discussed and reported techniques to the
rest of the group: gates, cams, signage, uniformed security
presence, key to room, and staff on-site.

Some additional comments:

� Your security plan needs to be in
alignment with your mission statement.
Your security plan needs to send a message of safety
and protection to your guests, and at the same time
your center needs to extend a warm hand of
hospitality. Your center is the one that can best
determine the balance that is needed.

� Review your security plan with the local
authorities and neighbors. Keep up to date
with the plans, techniques, and events in your
community.

� Center’s phone number. Little things matter.
Make your center’s contact phone number easily
accessible to the families and friends of guests who
are staying with you. While most guests bring their cell
phone with them, it brings peace of mind for all to
know there are backup numbers easily accessible, in
case a cell phone is not answered.

� Connection to the world. Recent national and
local events have changed how guests may want to be
connected while they are at your center. During their
stay, some guests want to have immediate access,
while others are comfortable removing themselves
from the world – knowing that the center staff will
inform them of any major event. How do you
communicate your approach to your guests? How do
you staff stay current, so they are also not isolated?
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Area 4: High Performing Property
Department
Participants identified that they need to have a high
performing property department. A property department
needs to wear multiple hats in the type of work they do:
proactive, reactive, and focus on the future. Some of the
questions you might ask yourself are:

� When hiring and evaluating performance, what skills
are essential, and what skills can be learned on-the-
job? While a perfect person is always sought, that’s
rarely the reality. Sorting out what is needed for your
operation is essential for someone to be successful.
See page 167, Appendix H, “Using Mapping During The
Interview Process” in Planning Guide for Maintaining
School Facilities for a technique to use during
interviewing. Once you have the staff in place, you can
integrate the work with volunteers and outside
contractors.

� Job performance expectations. What is the level of
service, maintenance, and custodial efforts you for
your center? For example, see p. 82 Planning Guide for
Maintaining School Facilities for five levels of custodial
cleaning. While this is geared towards schools, you can
make a similar chart for your facility and the level of
custodial work needed for different
areas, using your square footage.

� How will property staff stay current
and have training opportunities?
Examine what local workshops are
available, if there is time during a
person’s day to access information
on the web, and the availability of
online courses.

� How do you know you have the
right number of staff? There is no
magic formula, but you can look at
your indicators to tell whether all
proactive and reactive jobs are
regularly getting done.

� Does your staff have the tools and
equipment to do their job? You can
invest a small fortune, so you’ll
need to determine ways that you
can rent or borrow infrequently used tools. You also
want to avoid staff using their own tools equipment,
unless they are adequately compensated.

Area 5: Natural Resources
With urban sprawl, encroachment, and changing public
values, how centers manage their site is also changing.
Whether seventeen acres or several hundred acres, many
organizations consider the outdoor experience a critical
part of their program and make it part of their mission and
values statements. Staff, board members, property
committee members, volunteers, community members, and
other stakeholders hold varying views of land and natural
resource management. Some maintain a hands-off policy,
believing that people interfering with natural processes is

never an appropriate choice. Others take a conservative
approach: manage a little bit, see how it goes, then maybe
manage a little more. Yet others believe in taking an
aggressive approach. It should come as no surprise that
providing education and managing differences of opinion
will be part of your task. A collaborative, consensus
building process is needed to align all parties on a proper
site management strategy.

Your job is to make sure the organization maintains a
quality outdoor setting, by developing an overall
management philosophy, communicating the philosophy
to become engrained in all work, and working to ensure
the work is done and on track.

Conclusion
Site and facility management is on-going and change is
constant. Thus it is important that you and your staff keep
aligned with your mission statement, stay up-to-date with
knowledge and what is happening in your local
community, and leverage your knowledgeable IACCA
network.

© Wynne Whyman. Material adapted with permission from
Outdoor Site and Facility Management in press with Human
Kinetics, all rights reserved.

About the Author
Wynne Whyman is president of Callippe Solutions, LLC.
Involved in camping for more than twenty years, her
positions include counselor, administrator, property
director, board member, and long-range planning chair.
Wynne conducts workshops, teaches the facilities KCW, has
published six articles, and her site/facility management
book will be published next year.
As an educator, Wynne draws
upon her diverse experiences
including facilitation,
mathematics, leadership
development, and technology.
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About IACCA
The International Association of Conference Center Adminis-
trators (IACCA) is an association of nonprofit conference
center professionals committed to education, professionalism,
and support.

1. IACCA offers educational opportunities for its members
and for those with whom they work.

2. IACCA promotes professional excellence in nonprofit
conference center leadership, administration, and
operation.

3. IACCA provides a supportive community that facilitates
the sharing of knowledge and experience and the
addressing of common challenges.

International Association of
Conference Center Administrators
1270 N. Wickham Road
Suite #16-111
Melbourne, FL 32935

www.iacca.org
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Summary from The Camp Maintenance Conference, March 2006.

57 returned surveys from primarily camp maintenance staff. Their top areas of concern from the question
“What are your challenges in site/facility management” are:

1. Monies-expansion

2. Monies-operations

3. Rising utility costs

4. Resources-tool, vehicles, equipment

It is interesting to note the similarities and differences with the findings. Camps are different than
centers, the questions asked were slightly different, and there are different staff positions answering the
questions.

Resources

CompassPoint Nonprofit Services. A nonprofit training, consulting and research organization. Has an
electronic newsletter, Board Café, for members of nonprofit boards of directors. Short enough to read
over a cup of coffee, Board Café offers a menu of ideas, information, opinion, news, and resources to
help board members give and get the most out of board service. http://www.boardcafe.org

Anastas, P. T.; Warner, J. C. 1998. Green Chemistry: Theory and Practice, Oxford University Press: New
York, p.30. American Chemical Society, by permission of Oxford University Press. 12 principles of green
chemistry. http://www.chemistry.org/portal/a/c/s/1/
acsdisplay.html?DOC=greenchemistryinstitute%5Cwhatare%5C12-principles-green-chemistry.html

Louv, R. 2006. Last Child in the Woods: Saving Our Children from Nature-Deficit Disorder. Algonquin
Books: Chapel Hill NC.

U.S. Department of Education, National Center for Education Statistics, 2003. National Forum on
Education Statistics. Planning Guide for Maintaining School Facilities, NCES 2003-347, prepared by T.
Szuba, R. Young, and the School Facilities Maintenance Task Force. Washington, DC. http://nces.ed.gov/
pubs2003/2003347.pdf

   Custodial ratios, p. 82.

   Mapping during the interview process, p 167


