COMMISSIONER STYLE

(BSC 110)

Be sure each participant has the “Your Commissioner Style” chapter of the latest Commissioner Fieldboolc

I.
INTRODUCTION

A commissioner’s style—how they provide service—is as important as whatthey do in the service process.

II.
BE A FRONTLINE DIPLOMAT

To help units succeed, today’s commissioners must be people-oriented more than procedures-oriented.They are truly a council’s frontline diplo​mats. Because they operate mostly by persuasion rather than by legisla​tion, unit commissioners should exercise the highest degree of diplomacy

(Conduct a presentation/group discussion on each of nine qualities of a

“commissioner diplomat!’ Place the quality on a chalkboard or flip chart

as each quality is discussed.)

1.
Be an effective communicator

2.
Be a good listener

3.
Have sound judgment

4.
Be tactful

5.
Have a Scouting background or be a fast-track learner

6.
Be persistent and patient

7.
Be adaptable

8.
Know and practice Scouting ideals

9.
Be enthusiastic

Ill.
EXCEPTIONAL SERVICE

A part of commissioner style is to provide “exceptional service” as defined in the Commissioner Fieldbook. (Display definition on a display card or overhead projector.)

	EXCEPTIONAL SERVICE

EXCEEDS UNIT LEADER

EXPECTATIONS RATHER

THAN BARELY

MEETING EXPECTATIONS.




Exceptional service can also be stated like a mathematical formula:

EXCEPTIONAL DISTRICT SERVICE EQUALS UNIT LEADER PERCEPTION OF HELP RECEIVED MINUS HELPTHE UNIT LEADER EXPECTED.

Simply meeting the expectations of unit leaders is not enough in our increasingly competitive society. Most people expect more than just “good enough” service. Exceptional commissioner service results in successful units.

Have the group suggest ways to exceed the expectations of unit adults.

IV.
ROOTS AND WINGS

Good commissioners have both “roots” and “wings!’

A.
Roots

Roots give Scouters a sense of confidence and commitment,those feelings that cause people to continue helping youth despite chal​lenges and barriers along the way. Commissioners help units feel a part of the great traditions of Scouting—the inspiration of a campfire, the pride in wearing the uniform, or the excitement of the camporee. Commissioners uphold the ideals of the Scout Law and Promise, the value of youth leadership, and the quality of good unit programs. Good commissioners have roots.

Commissioners have some of the deepest roots in Scouting’s history; they are the keepers of the traditions and standards of the BSA.

B.
Wings

Perhaps it’s a paradox that commissioners also have wings. They are on the cuffing edge of progress in the BSA as they help unit leaders understand and utilize changes and new ideas to keep Scouting rele​vant to the world in which we live.

Wings give Scouters the excitement of personal growth and the free​dom to embrace change. With wings, Scouting can remain relevant and responsive to youth. Commissioners help units feel comfortable with program improvements.They help units see the excitement of new ideas. Commissioners help each unit relate what the unit is doing in the community around it and the cultural background of the young people it serves. Good commissioners have wings.

C.
Effective commissioners balance their roots and their wings.

D.
Have the group brainstorm two lists as you list on a chalkboard or flip chart.

What are specific examples of traditions and standards in Scouting that should probably not change (“roots”)?

What are specific examples of recent changes in Scouting which we should try to quickly adapt to (“wings”)?

V.
SERVICE RECOVERY

Service recovery means HOWTO RIGHTAWRONG. We may strive for perfection, but we won’t be perfect; so when there are mistakes, we must have a process to make them right.

Such advice is as valuable for Scouting as for businesses, schools, and other organizations in the community. We do make mistakes: the national office prints conflicting information in two of its publications; a local council double-books a favorite summer campsite; a district changes the roundtable location and forgets to tell leaders; a commis​sioner fails to show up at a pack committee meeting; a Scoutmaster for​gets to award a Second Class badge at a court of honor.

When a mistake happens, what should we do?

(Have the group suggest specific steps commissioners need to be pre​pared to take to right a wrong.Then add any of the following points they may have missed.)

•
Find a sincere way to say “I’m sorry!’ Admitting a goof-up might not be easy, but it sets the stage for overcoming a blunder.
•
Act immediately. People appreciate prompt action. Don’t let problems fester; they often get worse—at least in the minds of the offended.

•
Take the initiative. It’s often wise to notify a unit of a blunder and start the recovery process even before unit Scouters discover the mistake:

“Bill, we lost your charter renewal envelope. We’ll help you redo the paperwork, and the council will reimburse you the bank fees to stop payment on your check for registration fees!’

•
Smooth ruffled feathers. Remember that some people might be upset not only with the person or group who blundered but also with the whole Scouting organization.

•
Let them know you care. Council and district attitudes toward unit peo​ple are crucial. Unit Scouters must be treated like the champions of Scouting they are. Commissioners must assure them that “We care about you!”

•
Turn a blunder into an opportunity. When a mistake happens, don’t think just about damage control. Find creative ways to handle the prob​lem to maximize unit leaders’ satisfaction with the district or council so that they feel better about Scouting than they would have if the mis​take had never happened.

•
Be prepared. Commissioners are empowered to handle, correct, and make restitution for blunders that affect unit people. Know how to lis​ten for a problem, interpret what you hear, and take appropriate action.

