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Unit Service and the Council Service Center

Scout executives and council commissioners are
always concerned about how effectively the
council service center meets the needs of unit
leaders. Because of their close contact with unit
personnel, commissioners may occasionally be
asked to provide suggestions as to how the
service center could more effectively help unit
personnel. Consideration might even be given to
a short-term task force or a feedback session and
barbecue to brainstorm ideas for improving office
services for units. Include representative
commissioners, unit leaders, and field staff.

Questions to be considered might be:

1. Are the services of the council office also avail-
able for unit adults who cannot visit the office
during 9 to 5 weekday hours?

2. Does the office voice mail system offer an easy
option to reach alive person rather than endless
prompts and recorded messages?

3. Are there policies, procedures, or little mechani-
cal roadblocks that get in the way of providing great
service to unit people?

4. Are receptionists and counter workers sensitive to
people of all ethnic, occupational, and socioeco-
nomic backgrounds?

5. Does the council need atoll-free phone number
to assist Scoutersin rural or other remote parts of
the council?

6. If you have an answering system to receive after-
hours phone calls, is there a plan to be sure every
call isreturned first thing the next business day?

7. Isthe music on your phone "on hold" function
pleasing? Instead of playing music, have you
considered recorded messages about council

services, events, or other announcements of interest
to unit Scouters?

8. Have you considered a frequently asked question
section of your Web site, council newsletter, and/or
phone device? Have commissioners and field staff
identified common questions and issues that come
up when visiting with unit leaders—along with
appropriate answers and responses?

9. Do you have adequate space to display, distribute,
and sell all the needed program items and
materials?

10. If you have a significant Hispanic population,
does someone in or near the reception area speak
Spanish?

11. Does the service center help commissioners
help units succeed?

William F. “Rick” Cronk serves as national commissioner
of the Boy Scouts of America. Rick is president of Dreyer’s
Grand IceCream, Inc. He is a Silver Beaver, Silver Antelope,
and Silver Buffalo recipient who has served in a variety

of local and national responsibilities, including troop
committee member, council president, area president,

and Western Region president.
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* A QUOTE FOR YOUR NEXT MEETING

"A coincidence is when God performs
a miracle and decides to remain
anonymous."

e SHARE SCOUTING MAGAZINE

The September 2002 issue had a great
commissioner article, "Learning to
Help Unit Leaders Succeed." It featured
a recent annual Theodore Roosevelt
Council commissioner conference,
keynoted by National Commissioner
Rick Cronk, who spoke on preventing
"lost units." Sidebars explain commis-
sioner positions and list how commis-
sioners help a unit. Get a copy and
share at your council’s meetings.

e STILL MORE WISDOM FROM GEESE

When the lead goose gets tired, it
rotates back into the formation and
another goose flies at the point position.

Lesson: It pays to involve new people
in doing the hard tasks and sharing
leadership. With people as with geese,
we are interdependent on each other
and we need to share leadership roles.

« FOOD FOR THOUGHT

e PHILMONT

Use the attached promo to help
promote commissioner conferences

e Change is a product of growth.

» Keep your eyes forward—don’t live
your life looking in the rearview mirror.

at the Philmont Training Center. For
more detail, see bsa.scouting.org.

e Attitude is your most priceless possession.

» Attitude is a choice.

Keith Herrel at the recent
Western Region Leadership
Training Conference

How IT

The whole hope of the movement
rests upon two assumptions:

1. That unit leaders can use the
Scouting program in a manner to
make a difference in the lives of
young people.

2. That district volunteers will do
whatever is necessary to ensure
every unit leader’s success.

Here’s the way it is for unit lead-
ers; let's use the Scoutmaster for
our example:

One night every single week the
Scoutmaster knows there will be
20, 30, or 40 boys waiting at the

troop meeting place. There is no
rest at all from that. It makes no
difference whether the
Scoutmaster brings a headache
home from work, is tired, or would
rather be doing something else.

He knows if he doesn't appear at
the troop meeting, 30 or more boys
will lose faith in him.

If he hasn't held enough meetings
of the patrol leaders’ council, his
boy leaders will not function, and
he’ll have to run the meeting alone.
All of that, and more, is important
to the Scoutmaster because he
takes it seriously. He knows the
troop is composed of boys who
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need his help.

The problem is that the
Scoutmaster sometimes feels
alone in his job. It isn't meant to
be that way. The community orga-
nization that operates his troop is
expected to care about what he is
doing, but it isn’t always easy for
them to know how to help.
Sometimes members of the orga-
nization seem to have so much
faith in their Scoutmaster they let
him do the job alone. A troop
committee exists to help him, but
sometimes they wait for him to call
their meetings and make them
effective.

continued on page 4

the CommissioNeER WINTER 2003 3



