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Associations in Action

Survey Leads to Commitment to Excellence

By Doug Day

The Manitowoc Gounty
Sports Officials Association

Members: 85

Sports: Baseball, softball, football,
volleyball, basketball (girls and boys)

Founded: 1974

The association helps find games for its
members, but the actual contracting takes
place between individual members and the
conferences or schools.

ur association had a choice to
make in 2003.

After many years of success, the
group was invited to merge with a
neighboring group that was well
respected and had the members and
resources that could benefit the
local referees and umpires.
Following many months of informal
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discussion, the association voted in
the spring of 2004 to pass on the
opportunity and instead
concentrate on getting better.

The 85-member group formed
an improvement committee to look
at the strengths and weaknesses of
its own association, gather
information about what made their
neighboring association so strong,
and use material from NASO to
identify what a good association
should look like.

There were some practical
matters for staying independent,
such as travel and local control, but

the association also had a sense of
pride about what it had
accomplished since its founding in
1974. Many of its members have
received state tournament
assignments and the group is
known by area coaches for its
quality and consistent officiating.

The association members work
in all of the leagues in the area,
from the local grade school level to
high school, small college and semi-
pro leagues in Northeast Wisconsin
— with many members working all
levels. “It’s not unusual for us to
work a college game one night and
a fifth grade game the next
morning,” says the association’s
past president, Rick Rodell.

After several months of study
and brainstorming, the committee
found itself with reams of data, but
none of it told the committee what
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its members wanted. A gap analysis
was selected as the tool that would
identify what customers (that is, our
members) valued compared to how
well the service was being
delivered. “The most important

Figure 2

1 2 3 4 5

Not at all
important

Somewhat
important

thing is that we made the effort to
ask the members how they think
things were going and what they

Important

thought needs to be done better,”
says committee member Jerry
Halverson. “How do you know
until you ask?”

The committee brainstormed a
list of the items in six categories
that would lead to excellence in the
association (Figure 1):

The Survey

The committee then designed a
survey that asked members the
importance of each area and how
well members felt the association was
doing. The survey used a ten-point
scale to make sure that results
would be discernable, and also
sought reaction to some of its ideas,
asking for general comments that
might identify problems not revealed
by the survey questions.

The first set of questions asked
association members how
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important each area was to them.
For example, under “Training,” the
survey asked how important
“Clinics” were and asked members
to answer with the following 10-
point scale (Figure 2):

7 8 9 10

Very
[mportant

Critically
Important

Then members were asked to
score the association’s performance
using this 10-point scale (Figure 3):

4 November 2006  ONBoard












