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INSIDEUnited States Swim School Association Core Purpose
To provide resources to assist our members in achieving 

their goals in the learn to swim business.

United States Swim School Association Core Values
Provide opportunities for learning and sharing for our 
members. Help maintain high ethical and professional 

standards in our industry. Provide business development 
education for our members.

 The Annual Conference held in October in 
Phoenix, AZ was a great tribute to our organization. 
We saw how much we have grown and how far 
we have come in the past two decades.  Some of 
the original Charter 
Members, as well as 
Steve Graves, the 
Association’s founder 
were at the conference 
to celebrate our growth 
and achievements.  
     This year, we had 
128 member schools, 
8 international schools 
represented.  There were 
269 attendees at the 
conference.  During the 
conference there was 
also time to visit with 
the 32 exhibitors and 
sponsors that supported 
our event.
     Dave DuBois 
presented ‘The ABC’s of Systemizing Your Swim 
School’.  Participants were able to glimpse at some of 
the systems that Carlile Swimming has implemented 
as well as begin to write and re-write systems for their 
own schools.
     Two successful courses ran this year, the Infant 
Toddler Course, taught by Bob & Kathy Hubbard 
and, the Business course, Emergency Procedures, 
instructed by Karen Kittelson.
     Dr. Susan Mathieu opened the conference with 

an energetic session of ‘Empowering Staff through 
Teambuilding & Humor’.  We learned that each of us 
and our staff are fragile, and should be handled with 
care.  Through a movement activity, we had a good 

time meeting some 
new people, finding out 
similarities between us 
and getting a good laugh 
at some of the more 
shocking similarities!
     The Keynote speaker, 
John Chappelear was 
positive and upbeat 
with his presentation 
of ‘Creating Positive 
Change’.  John says 
that small changes 
practiced consistently 
create dramatic results.  
Willingness is the first 
step in creating change 
in any part of life, 
followed by quiet time at 

the beginning and end of the day to help create Focus.  
Other components are Service; our job is to ensure 
the success of the people who work for us.  Love & 
Forgiveness, Gratitude, and Action are the final steps 
to creating change.   You can learn more from John’s 
book The Daily Six.  
      Paul Sadler, owner of Swimland Swim School, 
and three of his team members presented “One 
Best Way – the Swimland Approach to Building 
Business”.  Wayne Pollock discussed the impressive 

Happy 20th Anniversary USSSA!
By Margee Charron

The National Conference allows old friends to 
reconnect and new friends to be met 

continue on page 3
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Hi	Everyone!
	 				
     It’s time for all 
of us to get ready 
for the beginning of 
a wonderful holiday 
season. This year, so far, 
has proven to be a very 
challenging one and I 
am hopeful that it has 
been successful for you 
thus far. 

     I would like to 
begin by once again 
congratulating both 
Lana Whitehead, 

the 2008 recipient of our Humanitarian Service 
Award and, our newly elected Hall of Famer, John 
Bainbridge. Our organization could not have 
rewarded two more deserving people.

 From an educational and networking advantage 
point, enormous thanks goes out to Sue, Karen 
and Holly for their hours of hard work in putting 
together such a tremendous conference. Gratitude 
is also extended to all the local school owners who 
volunteered not only their time and support, but 
who were kind enough to open up their doors to 

allow the rest of the organization’s  membership the 
opportunity to visit what has proven to be some of 
the best swim schools in the country. 

 Last, but not least, a great big “Thank You” 
goes out to all our vendors and sponsors, 
especially the big three...Finis, Risk and Active 
Networks. If any of you don’t already buy your 
merchandise, insurance and computer service 
needs from these sponsors, please make every 
effort to look into seeing if they can benefit your 
business, as they are great supporters of our 
association.    

 As a final note, let’s all be sure to keep our 
businesses running as efficiently as possible 
during these tough financial times so that when 
things start to turn around, and they will, our 
schools remain the leader in the industry for 
children’s safety.

Best wishes for a healthy, happy holiday season,

    Sincerely,

    Jim Hazen
   Saf-T-Swim, Inc. President and Owner

   President, US Swim Schools Association

From the President’s desk

US Swim School Association Headquarters
Mailing address:	P.O. Box 17208, 

Fountain Hills, AZ 85269

Physical address:	17362 E. Calaveras Ave., 

Fountain Hills, AZ 85268

Telephone: 480-837-5525

Fax:	480-836-8277

E-mail:	Office@usswimschools.org

Website:	www.usswimschools.org

Executive Director: Sue Mackie

Association Officers
President:	Jim Hazen, 631-580-7231

Vice President:	Tyler Brewer, 815-282-3488

Association Board:	Marla Blauman, 949-455-2535; Mary 

Reilly-Magee, 210-492-2606; Jeff Purchin, 805-481-6399; 

Ron Sciarro, 480-649-8687; Wayne Ziegler, 410-420-7665

Mark Your Calendar

Front row left to right: Ron Sciarro, Marla Blauman, Mary Reilly-Magee, 
Tyler Brewer  Back row:  Jeff Purchin, Jim Hazen, Wayne Ziegler.

Thanks to newsletter 
committee members 
Margee Charron, Donna 
Freeman, Jeff Purchin, 
and Sharron Crowley.

February	20-22,	2009	
Spring Workshop
Miami, Florida

March	16-19,	2009
Champions Club Retreat
Napa Valley, California

October	13-16,	2009
National Conference
San Diego, California



amount of community service that Swimland 
provides – more than $50,000 in donations to the 
local children’s hospital and community projects.  He 
reviewed the Swimland strategic approach; branding, 
strategic planning 
and management 
committees.  Jason 
Arnold talked about 
how Swimland 
creates a positive 
and supportive work 
environment for their 
employees; through 
charity & fundraising, 
social functions, 
employee shift pre-
briefs, staff meetings, 
and their challenge 
club.  Swimland feels 
that spending time to 
create a great work 
environment will 
increase employee 
productivity, provide a 
more attractive environment for clients, it’s more fun 
and extremely rewarding.  Heather Rose is a Swimland 
employee that has held multiple positions within the 
swim school.  She feels that because Swimland has 
such a strong training and mentor program, they are 
able to ensure many employees brightness of future 
within the company.  
     When it came to making a Sw-impact in Phoenix, 
Dr. Robyn Silverman did just that.  She discussed 
how to ‘Transform your Swim School into a Powerful 
Personal Development Activity’.  In business, just 
being good enough is not enough, she says.  There 
are many powerful extra value indicators that show 

your customers what you and your business are 
doing beyond teaching swimming.  Important factors 
to consider are staff image, connecting with the 
community and developing & teaching character.
     Monika Woolsey was informative as well as 
inspirational in educating many of us in her topic ‘The 
Fab Four – Four Strategies for Maintaining a Healthy 
Life’.  She discussed carbohydrate cravings, the 

importance of good sleep habits, Omega 3 fatty acids 
and how we can improve our healthy habits.
     Lorna Fredrikson, MD discussed how we can 
‘Maintain Healthy Skin in an Aquatic Environment’.  
Schools that have an outdoor facility, or even the 
occasional sun-worshipper all got valuable information 
on sun safety, products, and skin cancer risk factors.
     Ulrika Faerch of SWIMMIX, Sweden gave us 
a better understanding of ‘Helping Parents Work 
Successfully with their Kids’ in the water.  The joy a 
parent gets from seeing the success of their child in 
the water is priceless.
     Thank you to all of our members who sat on a panel 
discussion.  This year, we had three panel sessions.  
Leased Facilities Panel:  Antony White, Jim Hazen and 
Pete Kennedy.  Working with a Partner Panel:  Paul 
Preston, Buffy Folise and Gina Kinnison.  Marketing 
Panel:  Lynn Ledford, Jan Thomas and Andy Broido.  
     Also a very big Thank You to all of the association 
members who presented a session at this year’s 
conference; Jeff Metzger, Peggy Burger, Debbie Meyer, 
Bryan Crane and Lana Whitehead.
     Every successful conference is a result of many 

workers.  Thank you to all of the Round Table 
Discussion leaders this year.  There were many 
wonderful ideas shared and much learned at these 
valuable sharing sessions.
     Members were able to tour four beautiful Arizona 
swim schools.  The hospitality, openness and 
willingness to share are the things that really set 
us apart from so many other businesses.  Touring 
Aqua-Tots Swim School, Gold Medal Swim School, 
Swimkids USA, and Hubbard Family Swim School, 
was a great learning experience for those members 
who are trying to build their first facility and members 
looking for new ideas to bring back to their schools.
 The Association would like to thank Aqua-Tots 
Swim School (Paul Preston & Ron Sciarro) for their 
generosity in providing lunch during the swim school 
tour!  We would also like to express our gratitude to 
the many volunteers from our local swim schools: 
SwimKids USA; Aqua-Tots; Swim Ventures; Hubbard 
Family Swim School; AZ Splashers - as well as Kathy 
Scala and Manfred Slotnick. Your contributions were 
invaluable! 3
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Steve Graves, Association Founder, 
& Sue Mackie, Current Director 

Swim For Life Board of Directors

Round Table Discussions provide a chance
 to share valuable information



A Warm Welcome to Our New & Returning Members...
Aqua	Kids
 Leslie Harrison - Pittsburg, KS
AquaAble	Swim
 Brandan Wilson - Lanham, MD
Charlotte	Aquatics
 Kelly Gaines - Charlotte, NC
DolFUN	Swim	Academy
 Debbie Marrs-Sayer - Tualatin, OR
Encore
 Tamara Gerlach - Walnut Creek, CA 
FLOW	Aquatics
 Shannon Hamrick - Meridian, ID
Interaqua
 Maria Elena Gonzalez - Mexico City, Mexico
Kids	Club	Fun	and	Fitness
 Colleen Bittner - Vancouver, WA
Marin	Swimming
 Gadi Shamah - San Quentin, CA 
Nitro	Swimming
 Michael Koleber - Leander, TX 
Physique	Swim	School
 Vadim Shoykhet - New York, NY 

Serenity	Pool	Management
 Michelle Marzullo - New Market, MD 

SplishSplash	Aquatics
 Peggy McKenna - East Providence, RI 
Stroke	Consultants/The	Fast	Lane
 James Barone – New York, NY
Sun	Country	Sports	Center,	Inc.
 Linda Bennett - Gainesville, FL 
Swim	With	Phyn
 Julie Smith - Goleta, CA 
The	Athletic	Edge
 Anne DeForrest - Wycombe, PA 
TKO	Swim
 Christy Tanner - Houston, TX 
Triangle	Swim	School
 Matt Harr – Apex, NC
Vail	Swim	School
 Theresa Scala – Avon, CO 
We	Teach	Swimming
 Donna Morel - Kelowna, BC, Canada

We are looking forward to having all of you as 
members of the Association. If you have any 

questions please feel free to call or 
e-mail the office at 480-837-5525 or 

office@usswimschools.org.

Goggles. Durable, leak-proof children’s goggles.  H2, Fruit Basket, and more.

FINIS 2009 Collection
More Variety, Less Hassle.

Floating Fins
Long blade, closed heel fins
Provide extra support and easy on and off
Color-coded sizing: Jr. 8 – Adult 14

WHL: $12.50 eachSwim Diapers
Washable, re-usable, and individually packed
100% polyester and chlorine resistant
Available in sizes S, M, L, XL, XXL, 3T, 4T

WHL: $5.00 each

www.finisinc.com

Toll Free: (888) 333-4647
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Swimming as a Life Skill for 
Children with Special Needs

By Tara Girch
 Children with special needs want to learn how to 
swim. They need it to be taught to them as a life skill 
and not a social skill. This can be done if we are aware 
of the various terms and how they can affect your 
swim lesson.

 Autism, Asperger’s Syndrome and Pervasive 
developmental disorder-not otherwise specified are 
all terms we need to familiarize ourselves with to be 
better prepared to teach children with special needs. 

 Autism is a developmental disability significantly 
affecting verbal and non verbal communication 
and asocial interaction. Autism adversely effects 
educational performance. Children with this diagnosis 
engage in repetitive activities and stereotypical 
movements, resist environmental change or change 
in their daily routines, and have unusual responses to 
sensory experiences. 

 Asperger’s Syndrome presents severe and 
sustained impairment in social interaction, development 
of restricted and repetitive patterns of behavior, 
interests, and activities. In contrast to autism, there are 
no clinically significant delays in language, cognition, 
self-help skills, or adaptive behaviors, other than social 
interaction. A child with Asperger’s may not respond 
appropriately to or even acknowledge a statement 
regarding “feelings” in a conversation as well.

 Pervasive developmental disorder- not otherwise 
specified (PSS-NOS) refers to “mild autism” or “some 
autistic characteristics.” This term refers to children 
with significant difficulties in the areas of social 
interaction, verbal and nonverbal communication and 
play, but too social to be fully autistic. 

 Out of the three mostly recognized terms, autism 
is the one diagnosed the highest in our society today. 
No two individuals exhibit the same symptoms 
of this disorder. When teaching swimming to our 
students with autism, Asperger’s or PSS-NOS, we 
need to modify and adapt our lessons. How do we 
do that?? There are a variety of strategies that can 
be implemented to make the lesson more successful. 
Remember, one strategy may work on a Monday but 
not on Tuesday. The behaviors can change daily so 
you need to be prepared with multiple ideas. Here are 
some ideas:

 • Be very patient

 • Be structured and consistent. Keep the lesson
  format the EXACT same each time. If you start 
  with a jump into the pool, do that every lesson. 

  If you end the lessons with floating or a reward, 
  then do the same thing every time. 

 • Have colored pictures with limited words 
  showing parts of the lesson. Use 4’6’ size 
  cards. Laminate them with hard card stock to 
  avoid water damage. Show the student the 
  card for each component of the lesson. Show 
  them, tell them and demonstrate. 

 • Remove additional stimulus from the lesson 
  environment if it is a trigger for behaviors. If 
  you know a child has an adverse reaction to 
  horses, then do not have a horse for a float 
  mat. If they do not like whistles, do not use a 
  whistle. 

 • Use incentives for each area of the lesson. 
  If they blow bubbles, high five. If they kick 
  on the kickboard, play with a toy after a certain 
  time period. If they jump and go under, hugs. 
  If they sit and wait their turn for 1 min, use a 
  toy. A successful lesson, go down the fun slide 
  at the end. 

 • Be animated and excited about EVERY little 
  accomplishment. Every time they do 
  something that seems small, have a HUGE 
  reaction. They will want to continue to do well 
  and will remember how you react. 

 One important aspect of any child with a disability 
is their uniqueness. Each child is different, every time 
they come to class. They need discipline and structure 
and will eventually learn to comply with your routine. 
Try not to feel sorry for them or their disability. Instead, 
try to learn about it and the impact it has on the child, 
their family and your swim environment. The more we 
learn, the more they will grow and swimming will be a 
life skill they will have forever!! 

 For more Information please contact Tara Girch at 
martarswimming@comcast.net

Dear	Tara,	
When	we	saw	you	working	with	special	needs	children	
at	our	pool	back	in	March,	we	never	dreamed	how	
important	your	company	would	become	to	us.		Zoe	
had	just	turned	six	and	because	of	her	profound	
autism	was	at	serious	risk	if	I	so	much	as	turned	my	
back.The	difference	today	from	just	a	few	months	ago	
is	remarkable,	and	it	is	thanks	to	you	and	your	team	of	
highly	skilled	and	caring	teachers.			   

	 	 	 	 	 Jen	Goldszmidt	



“But I want to quit 
NOW!”

 We all have to deal 
with it.  Quitting.  It’s the 
polka-dotted elephant 
in the room that we 
never like to show to 
our current clients.  
After all, most of the 
time it’s better for us if 
our current clients stay 
for a long, long time.  

And of course, we would hope that it’s better
 for them too!

 Last quarter we discussed 7 ways to lay the 
groundwork for commitment.  We talked about 
a variety of tips such as teaching commitment 
before it becomes an issue, evaluating the match 
between you and the child, giving the children 
something to strive for, and making commitment 
and loyalty discussions an integral part of your 
character program and class.  But what now?  
What if they still want to quit?

Follow	these	8	steps	to	success:

	 #1:	Find	out	the	reason.	Do some digging! 
What kind of clash are you detecting when it 
comes to this child or this family? Is there a lack 
of fit between the child and the curriculum or 
perhaps between the parents and your staff’s 
teaching style? When you get answer, you can 
move forward in solving the problem.

 #2:	Evaluate	the	problem. Whether we like it 
or not, there is some truth in every real problem 
related to quitting.  If a child feels like s/he can’t 
keep up but you think s/he is doing fine, there 
is still some truth in the problem according to 
the child. Be understanding of the problem. The 
question here is, is this problem valid and can an 
adjustment be made to accommodate the issue?

	 #3:	Make	adjustment: If the answer is no, then 
be upfront.  But if you can make an adjustment to 
fix the problem, by all means, do so! Don’t take the 
easy way out just to avoid a little extra work. Small 

adjustments are appreciated and show you 
care. If you talk about a reasonable adjustment 
plan but the student still wants to quit, you may 

need to go back to step #1. You haven’t quite 
figured it out yet.

  #4:	Re-visit	the	notion	of	commitment: 
Remind the children that when they make a 
commitment, it’s important for them to follow 
through. This is how people become their very 
best. Prompt them to recount how commitment 
is regarded in class, from your power-chat 
discussions and in life. Recount the conversation 
you had with them about commitment and goals 
when they first joined. If you are using a powerful 
commitment paper, this would be a good time to 
pull it out of your folder.  

 #5:	Ask	for	a	verbal	or	written	
recommitment: You can both sign the re-
commitment paper or pledge your recommitment 
with a handshake and a smile.  Your 
recommitment helps the child and the parents 
realize that s/he has a partner in success. The 
child, of course, would be recommitting to 
sticking with the program.

	 #6:	Re-evaluate: This is one area where 
people often fall down on the job. They might 
think they have fixed the problem but they forget 
to check back in to see if the adjustment is 
working.  Let the child and family know that you 
would like to meet or have a call in 2 weeks to 
make sure that the adjustment is working.  If not, 
go back to step one.

 #7:	Praise	loyalty	and	effort: Nothing is 
better than hearing your superhero tell you 
that you’re doing great. Take the time to look 
each child in the eye and let him know you are 
proud, especially when that child is overcoming 
a challenge with commitment.  That pride will 
translate to the way that that child looks at 
herself in the mirror. When s/he sees herself, she 
will see the swimmer and person s/he would like 
to become.

 #8	Powerful	character	achieved:	The end 
result should be that the child follows through 
with the program without incident.  You have 
set an important precedent though—you have 
shown that you care and that you have put a 
retention system in place. This student is still 
growing and learning at your school because of 
the steps you’ve taken.6

Turning Quitters into Keepers
Eight Steps to Take When They Say “I Wanna Quit!” (Part 2 of 2)

By Dr. Robyn J.A. Silverman



Putting	it	into	action

 Quitting might be a part of life for swim 
schools; however, school owners can improve 
their retention ratio with a little planning and 
systemization.  Once you take the time to 
lay the groundwork for commitment, you are 
conquering half of the retention battle.  Knowing 
what to do when someone utters those dreaded 
words, “I wanna quit!” takes care of the other 
half.  What do you plan to put into action today 
to ensure better results?  It’s up to us to teach 
our students to refrain from throwing in the 
proverbial towel and get them to use it for a 
better purpose, like wiping the sweat (or pool 
water!) off their face.

Want a great way to build better retention?

	 Contact	us	today,	and	you’ll	be	able	to	
pilot	a	free	month	of	our	Powerful	Words	
Character	Program	which	teaches	commitment,	
confidence, kindness, and self control to 

students!	First	20	callers	will	receive	over	$1000	
worth	of	incredible	information	and	school-
growing	tools	for	free,	just	pay	shipping	and	
handling!	Call	now!	(877)	Power-99
 

	 Dr.	Robyn	J.A.	Silverman	proudly	spoke	at	
the	United	States	Swim	School	Association	in	
October	on	transforming	your	swim	schools	into	
personal	development	centers.		Dr.	Robyn	is	
a	long	time	swimmer,	teacher,	success	coach,	
and	creator	of	the	Powerful	Words	Character	
Toolkit.		Her	character	program	is	a	systematic,	
easy-to-use,	no-fail	curriculum	that	makes	your	
swim	program	so	much	more	than	a	place	to	
learn	water	safety.	Powerful	Words	is	being	used	
by	over	500	after	school	and	summer	programs.	
To	receive	more	information	about	the	Powerful	
Words	Character	Toolkit	for	swim	programs	or	
to	hire	Dr.	Robyn	to	speak	at	your	school,	go	to	
http://www.swimwithcharacter.com	or	visit	http://
www.DrRobynsBlog.com	

Want to Discover the Secret to Increased Enrollments, 
Enhanced Retention, and a Bigger Impact Upon Your Students...

as you Quickly and Easily Build the School of Your Dreams?

Visit our website to Take Advantage of our 
“Most Amazing Free Trial Package Ever!”

http://www.SwimWithCharacter.com

“One of the best business decisions that I have made is in 
choosing Dr. Robyn Silverman's Powerful Words Character 

Development Program as a part of my curriculum. It has 
increased my enrollment, bolstered my retention
and put my Academy on a level all of its own.”

--Sandi Stevens, Owner, Geronimo Academy

My name is Dr. Robyn Silverman and I’ve developed something YOU NEED TO SEE!  Hundreds of schools
are using this system to Attract, Enroll, Develop, and Retain more students than they ever thought
possible. By providing clients 2 World Class Programs in 1; a fabulous swim program and now a proven

way for them to become champions from the inside out, everybody wins! I’d love 
the opportunity to help you develop the school of your dreams.  Our program has 
helped many schools in other industries and now we’re making it available to you. 
Since we’re new to the Swim World, I’ve made it possible for you to “Test Drive” 
my Internationally Acclaimed POWerful Words System with absolutely no risk.

Visit our website immediately to learn more and get started today!

www.SwimWithCharacter.com
Call - (877) POWER-99
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Using Sign Language in Swimming Lessons
By Tracy Laman

 We’ve all seen them.  Those cute little toddlers 
signing ‘more’, ‘finished’, or ‘thank you’.  It’s cute but 

not really applicable 
to us—or is it?  Can 
we as swimming 
instructors incorporate 
Sign Language into our 
swimming program?  
We already use Sign 
Language in our classes.  
We use our hands to 
show the children how 
we want them to move 
their arms.  We show 
them where we want 
their hands when they 
float.  We even use our 
fingers to simulate a kick. 
Sign Language can be 

used both in the water with our students and on deck 
with our staff.  Using Sign Language in our classes will 
benefit the students and teachers.
 In recent years Sign Language has gained 
popularity with parents of small children because 
of the ease of learning and the benefits for the 
children.  Learning Sign Language helps promote 

the development of language skills in infants and 
toddlers.  It gives them an easy way to express what 
they want or need without the frustration of not being 
able to speak.  Signing uses kinesthetic elements to 
reinforce verbal language.  By signing and speaking 
at the same time, we have engaged children who are 
visual, auditory, and kinesthetic learners. Learning 
Sign Language can enhance spatial relationships and 
reasoning, and cognitive skills development.
 How do we incorporate Sign Language into our 
lessons? Children learn 
Sign Language like they 
do swimming lessons-
with repetition and fun!  
We already use a lot of 
signs in our lessons.  
My favorite use of Sign 
Language is at the 
end of class when we 
retrieve colored rings 
from the bottom of 
the pool.  The children 
learn all of their colors 
in sign language.  They 
love showing off and 
the parents are so Molly signs ‘peach’

James signs ‘more’

The professionals at 

RMS have more than 

30 years experience 

accessing insurance 

products that meet the 

needs of swimming 

lesson programs 

across the country. 

Our insurance 

professionals can 

guide you through our 

available insurance 

coverages and 

customize a program 

specifically for your 

organization.

Toll Free 800.777.4930
Fax 602.274.9138 

Proud sponsor of the United States Swim School Association

OFFERING…
General Liability
Excess Liability
Property
Director’s & Officer’s Liability
Pool Management
Pool Premises
Crime
Special Events
Worker’s Compensation
(Not available in all states)

Visit us online at www.theriskpeople.com 



impressed that 
they can sign the 
colors before they 
can say them.  We 
also use signing 
to help calm or 
distract an upset 
child.  We keep 
small rubber 
animals by the 
pool and I have 

taught my children ‘duck’, 
‘cat’, ‘dog’, etc to help 
focus their attention on 
something else and away 
from their parent on the 
other side of the window. 
I use signs to help redirect 
a negative behavior.  I can 
sign ‘stop’, ‘sit down’, 
or ‘no’ from across the 
pool to correct a behavior 
without raising my voice or 
distracting another class. 

 Sign Language can also be beneficial when 
communicating between staff members.  I use sign 
language to signal a lifeguard or another teacher 
when I need 
‘help’ at the 
slide. I can sign 
that I would like 
some ‘water’ or 
if I need them to 
bring me a piece 
of equipment to 
use in my lesson 
like ‘fins’ or a 
‘kickboard’.  The 
pool area is loud 
and noisy and 
signing helps 
keep a calmer atmosphere without yelling to one 
another across the pool.  We also use ‘please’, ‘thank 
you’ and ‘sorry’ from time to time in the water.
 Even if you don’t use actual American Sign 
Language, you can create your own signs to use in 
your swim school.  Learning Sign Language will be 
an asset to both your students and your staff.  Sign 
Language and swimming are both skills your students 
will enjoy for life.

Alexa signs ‘blue’

Ms. Vicki signs ‘stop’

Thomas signs ‘black’



Active Network Welcome

We are pleased to welcome and introduce The Active 
Network as a new Association sponsor!  

The Active Network delivers integrated technology 
solutions, marketing services and online media 
properties that encourage and enable participation in 
activities and events.

The Active Network is the #1 provider for online 
technology for participatory sports with location and 
infrastructure all over the world.
Swim School organizations of all sizes use Actives 
software to streamline administration processes.  
By reducing manual activities, Active can minimize 
errors, and operating costs.  Your front line teams are 
more efficient and better equipped to deliver superior 
service.  Active offers scalable solutions.  You select 
the specific modules that meet your needs and budget 
today.  You can focus first on the most inefficient 
processes in your operations and realize immediate 
savings in high impact areas.  Additional solutions can 
be seamlessly added to meet your growing needs.

You get market-leading software, unlimited support, 
and a lifetime value protection for your investment with 
our automatic quarterly upgrades.  The Active Network 
is excited to be a part of the swimming community 
and to be a sponsor with the U S Swim School 
Association. “We look forward,” says Erika Winter, 
Account Executive of Swimming, “to the relationships 
we will create.”

New Membership 
Application Procedure

 The Board of Directors has implemented a new 
procedure for membership applicants. Following 
submission of an application, affiliation will begin 
with a 3 month provisional period prior to being 
granted full membership rights, responsibilities 
and benefits.  

Each week the full current membership will 
be notified via e-mail of any new membership 
applications received.  At that point, if a current 
member has questions or concerns regarding an 
applicant, specifically related to the Association’s 
Code of Ethics, they can contact the Association 
office at 480-837-5525 or by e-mail at office@
usswimschools.org. If the office does not hear 
from any current members within that 3 month 
provisional period, the new applicant will be 
granted full membership privileges and benefits. 

 Remember, the Association holds it’s 
members to the highest standards of 
professional and ethical conduct.  The Code 
of Ethics serves as a public statement of 
good faith and practices.  The code guides 
Association members on program operation 
and teaching conduct.  The practices may be 
found in your Membership Directory and are 
deemed ethical and appropriate by a consensus 
of the Association membership. Membership 
in Association denotes acceptance in and 
agreement to abide by this code.
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Board of Directors – “Board Bits”  
The USSSA Board of Directors had a very 
productive meeting at the Annual Conference 
in Phoenix:  

 •  The finances of the association were 
  reviewed. All members can be assured
  that your association is in very good 
  fiscal shape.  

 •  Membership application process has been 
  changed.  
  (Please see article on page 10)  

 • Miren Oca and Karen Kittelson have 
  completed their Board terms and have 
  completed their committee work

 •  Marla Blauman, Aqua Wave Swim School 
  (Foothill Ranch, CA) will be the new 
  Chairperson of the Mentoring committee.
  
 •  Upcoming events for 2009 were reviewed  
  and the board feels confident that you 
  will not be disappointed with the 
  upcoming events.

 • Welcome new Board Members: Mary 
  Reilly-Magee (Love to Swim, San Antonio, 
  TX) and Ron Sciarro (Aqua-tots Swim 
  School, Mesa, AZ)



Swim for Life and NDPA News
I would like to thank the USSSA leadership for the 
opportunity to share news from the Swim for Life 
Foundation and the National Drowning Prevention 
Alliance.  I am very excited about two recent 
developments concerning the Safer 3.  Misty Peters 
from American Kids Sports Center in Bakersfield 
has informed me that County Department of Health 
has adopted the Safer 3 as the drowning prevention 
program that they will be using next year.  They are 
also going to translate the Safer 3 materials into 
Spanish and possibly French as well. There is also 
the possibility of having the Jr. League joining the 
effort as well.  In my area of Orange County, CA, I am 
very proud to announce the official formation of the 
Swim for Life Club on the campus of Santa Margarita 
Catholic High School.  They will be conducting 
fundraisers through their aquatic programs and doing 
community service by taking the Safer 3 message to 
elementary schools in the area. 

News from the NDPA centers around two things; 
first, the Virginia Baker Law which was enacted in 
Jan. of 2008 and becomes a factor for us in the swim 
school business on Dec. 19, 2008 when public pools 
must be in compliance with the law.  The USSSA has 
posted information on the web-site and I would like to 

suggest that anyone with questions visit the National 
Swimming Pool Foundation website, www.NSPF.
com and on the home page click on the Pool and Spa 
Safety Act link.  This provides information that should 
answer any questions concerning what is required 
to achieve compliance.  The second item is the 
2009 NDPA Symposium which will be held in Miami 
immediately following the USSSA Spring Event in Feb. 
at the Deauville Hotel.  It is an awesome opportunity to 
tap into the vast network of water safety experts and 
organizations dedicated to saving lives.  

I would also encourage each of you to visit the NDPA 
web-site and take the opportunity to become a 
member.  The annual dues are a $50 donation and 
the return for your investment is to join an incredible 
network to use as a resource for drowning prevention.  

The Swim for Life Foundation is honored to become 
the first “Sustaining Partner” of the NDPA and we will 
continue to promote the Safer 3 message and the vital 
partnership with the USSSA.

	 	 	 	 -Johnny	Johnson



Around the Association
 Member Bonnie	Howe,	Owner	of	Houston	
Swim	Club	writes:  I got a call from Linda 
DeSanders	(Dolfin	Swim	School), after 
hurricane Ike hit Houston.  She offered to 
SHUT DOWN her business for a week and 
come to Houston to help us get back on our 
feet if we needed her.  Luckily we didn’t, but 
that gesture was above and beyond!  Just 
wanted to let the association know about 
one of the many good people we have in our 
organization ~ Bonnie	Howe
 
 Owner, Susan	Pascale-Frechette and her 
sister, Jamie	Pascale,	of	PODS	Swimming,	
Providence,	RI came back from the Phoenix 
conference very excited about putting together 
a new and improved infant component into 
their program.  Sue says that the conference 
was “very innovative and progressive”.  
They both participated in the Infant/Toddler 
course and learned a lot of new and helpful 
techniques at the water session.

 The	DuPage	Swimming	Center,	Aurora,	IL	
owner, Ross	Seymour feels grateful that the 
economy has not affected their 1200 students 
per week. Currently, they are looking to grow 
again and add a pool to their facility which 
already has a 25 yard lap pool and teaching 
pool.  Two other businesses are operated by 
the DuPage	Swimming	Center; a Swimming 
Pool Management Systems, Inc. and Pool 
Guards, Inc. which supplies lifeguards to 60 
community, condominium and homeowner’s 
association pools.

 Sharing	your	Swim	School	News	.	.	.	If	you	
have	exciting	events	or	happenings	at	your	
swim	school	that	you	would	like	to	share	with	
other	Association	members,	this	is	the	place	to	
do	it!		Items	may	include,	but	are	not	limited	to:		
awards,	special	events,	recognitions	and	items	
you	are	proud	of.	Send	your	news	flashes	and	
photos	to	office@USSwimSchools.org.

13



 Customer complaints are like medicine.  
Nobody likes them, but they make us better. 
Actually, they are probably more like preventative 
medicine because they provide advanced 
warning about problems.  Financial statements, 
in contrast, provide a historical perspective. 
By the time problems manifest in the financial 
statements, forget the medicine.  It’s time for 
emergency surgery.
 Studies from the Technical Assistance Research 
Program* in Arlington, VA suggest that the root 
cause of customer complaints can be traced back 
to one of three areas: individual employees, the 
company, or the customer, with 80% of complaints 
traceable to the last two categories. By listening 
carefully, we can identify opportunities for training 
employees, improving products and services, and 
educating customers. 

Individual	Employees
 Business is becoming increasingly complex 
and fast-paced. Customer service professionals 
have to know their product or service, their 
company information, the technology that supports 
it, and how to communicate all of this to savvy, 
demanding customers. Even a small gap in 
knowledge or skill could cause huge repercussions 
in terms of lost business.
 When I first started my seminar business, I 
received a few complaints about my individual 
skills as a speaker. Some customers complained 
that they didn’t like my Philadelphia accent, my 
hairstyle, the way I moved around the room, or the 
pace of my delivery. After I cried for a few hours, 
I decided to invest in voice lessons, an image 
consultant, and a video camera. These have been 
some of the best investments I have ever made. I 
never want to get in the way of my own success. 
Companies should not let their employees’ lack of 
knowledge or skill get in the way of their success.

The	Company
 More often, the culprit is the actual product 
or service we provide. There may be an inherent 
flaw in the design. There could be a glitch in the 
distribution channel that causes dissatisfaction. 
Even if everything is perfect, marketing pieces, 
advertising campaigns, and salespeople could 
inflate value and create customer expectations that 
are impossible to satisfy. 
 Recently, I was providing a service that involved 
a series of facilitated sessions. I allowed the 
customer to choose the dates of our sessions. 
Even though there were very few sessions, they 

occurred over a long period of time and the 

customer complained that the project took too long 
to complete. I made reparations to the client and 
decided to restructure the service and the pricing 
so that in the future I would control the timing of 
sessions. Now sessions always happen over a 
shorter period of time and the service has a higher 
value and is more profitable.  I have fixed the 
delivery process of my service.

The	Customer
 As many of us have always suspected, 
customers actually cause most of the problems 
they complain about. It’s not our fault. It’s not our 
employees’ fault.  It’s the customer’s fault. Yet 
even here there is profit to be mined. Customer 
education and innovation are the possible 
solutions.
 I always send out a preprogram questionnaire 
to customers in order to tailor their seminars.  If 
customers have email, I send the questionnaire 
via email. Recently, I had a customer who did 
not know how to return the email questionnaire 
to me with responses filled in. I sent back brief 
instructions on how to work the email, which could 
be classified here as customer education. 
 Afterwards, I started wondering if there 
could be a better, easier, cleaner way to collect 
information, in other words, innovate. From that 
complaint, I decided to create hidden web pages 
on my website, customized to each customer with 
their company logo and questionnaire. Customers 
just click a link from an email, type their responses 
into a form on the web page that appears, and hit a 
submit button. This approach is much simpler and 
more impressive. I do this with all of my customers 
now and advertise it in my marketing.

Summary
 Customer complaints are never easy to hear. 
If we shift from being defensive to opportunistic, 
complaints can be our best friend. If we do not 
listen, rest assured, the financial statement will 
communicate the news eventually.
 *Technical Assistance Research Program has 
recently merged with Customer Insights to form a 
new company called e-Satisfy. The research cited 
was conducted before the merger.

About	the	Author
Mary Sandro helps companies and professionals 
achieve results through effective presentations 
exceptional customer service and innovative hiring 
techniques.  She is available to speak on these 
topics.  For more information visit http://www.
ProEdgeSkills.com or call 800-731-0601.

Listening for Dollars
Customer Complaints Create Profit

By Mary Sandro
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Come join... Kids Swimming for Kids
By Bryan Crane & Lana Whitehead

 Throughout 2009 the United States Swim School 
Association will be running our second annual Kids	
Swimming	For	Kids swim-a-thons to raise funds and 
awareness for drowning prevention.  We are looking 
for all	member	schools	big	or	small,	year	round	
or	seasonal	to join our nationwide effort.  This will 
be an exciting adventure for all who choose to be 
involved!   Nationwide swim-a-thons have the potential 
to save many lives!  Whether you choose to run your 
swim-a-thon in the spring, summer	or	fall, it will bring 
local media attention to your school.  The goal of the 
United States Swim School Association is to use these 
galvanizing events, to garner national media attention for 
the Association and its member schools. There are many 
ways to participate. Here are two ideas that have been 
successful in the past.

 1. Your school can run a special	“Kids	Swimming	
	 	 For	Kids	Day” to raise money for Swim For 
  Life.  A children’s swim-a-thon is a great way to 
  get your current and former students and parents 
  actively involved in the national drowning 
  prevention effort.   

 2. Or you can plan a swim-a-thon to run	during	
	 	 your	regular	swim	classes. Regardless of the 

  program and timetable you choose, the Kids 
  Swimming For Kids will be a great opportunity to 
  bring media attention to your business.

 If you are interested in joining the United States Swim 
School Association’s Kids Swimming For Kids, please 
contact Lana Whitehead.  She can give you ideas and 
information to organize this exciting event.  

 Swimmers of all levels can participate in floating, 
swimming, and playing to raise funds for drowning 
prevention.  It will benefit your students, parents, staff, 
school, and community.  Remember: “If you get 
involved in your community, your community will 
get involved in you.”  Now, let’s get the Association 
involved in the nation, so the nation can get involved in 
our Association!

To	get	started,	contact:

Lana Whitehead

at
SWIMkids USA, Inc.

(480) 820-9109 Office
lana@swimkidsusa.us



Goggles. Durable, leak-proof children’s goggles.  H2, Fruit Basket, and more.

FINIS 2009 Collection
More Variety, Less Hassle.

Floating Fins
Long blade, closed heel fins
Provide extra support and easy on and off
Color-coded sizing: Jr. 8 – Adult 14

WHL: $12.50 eachSwim Diapers
Washable, re-usable, and individually packed
100% polyester and chlorine resistant
Available in sizes S, M, L, XL, XXL, 3T, 4T

WHL: $5.00 each

www.finisinc.com

Toll Free: (888) 333-4647

SPRING	WORKSHO P	
February 20th - February 21th

Champions Club Retreat
March 16 - 20, 2009


