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PASSION
Nick Dobbs

British Swim School - Elmhurst
Hire the personality and train the skill. It’s a proven method for employing
individuals and is used time and time again. While this is a nice concept, great
personalities don’t automatically create great teachers. The difference between a
great teacher and a great personality is passion. Passion is the driving force behind
commitment and excellence. Can passion be created in a swim teacher who does not
already have it? Yes, of course! Passion for the swim industry stems from ownership in
what an individual is doing. When there is risk and reward involved, an individual takes
more ownership in that activity and becomes passionate about it. This is the reason
that our swim school created the Apprentice-Pool Manager, program in one of our
Chicagoland area schools.
The program was created to allow our staff members, who wish to participate, to
have input into the business. Two weeks before each new thirteen week session, the
participating staff has a voluntary, unpaid, meeting about the upcoming session. Staff
members can submit a proposal of a new idea or procedure that they would like to
implement in the next session. The staff member must have done research to show the
management team how and why this idea will work and how it will benefit our swim
school. They are required to go into detail about the proposal and break down the steps
needed to achieve success. They must also include the estimated cost of implementation
and any resources needed to make their proposed idea work. The proposal is then
reviewed by the management team and is either accepted or denied based on the
feasibility of it working for our school. If denied, the staff member is told in detail why
that decision was made and they are encouraged for their efforts. No staff member
has yet been discouraged or resentful for their proposal being denied; in fact it seems
to make their research more in depth the next time around. The possibility of getting a
proposal denied that took several hours to prepare, is the risk taken in the ownership of
a new idea. Regardless of the fact that the proposal was denied the staff member is now
has greater knowledge and understanding of the swim business based on the research
they conducted and the breakdown of why the proposal was not accepted. If a proposal
is accepted, it is implemented the very next session. If after the thirteen weeks, the
accepted idea proves to be effective it becomes a permanent fixture in our program and
the staff member who proposed this idea is given either a $500 gift card to a store of
their choice or a $350 cash bonus.
Since the beginning of the program we have noticed the passion in our teachers
to become great teachers has skyrocketed! Each teacher is pressing to learn as much
continue on page 3...
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Core Purpose
To provide resources to assist our members in
achieving their goals in the learn to swim business.

Core Value
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.

From the President’s Desk
Hi Everybody,

Mary Reilly-Magee
Love to Swim School
President, US Swim Schools Association

Association Headquarters
Mailing address: P.O. Box 17208,
Fountain Hills, AZ 85269
Telephone: 480-837-5525
Fax: 480-836-8277
E-mail: Admin@usswimschools.org
Website: www.usswimschools.org
Executive Director: Sue Mackie

This is the time of year many of us spend looking back at what we have accomplished and
looking forward at what we want to achieve. For many of us in the swim school business, it
has been a great year. And this is true for our beloved U.S. Swim School Association as well.
We celebrate three successful, fun and informative conferences, a great newsletter and a
committed Board of Directors who aren’t afraid to roll up their sleeves and do what needs
to be done to move our organization forward. And how about the fantastic individuals who
either lead our committees or volunteer to work in them? Without these leaders, our
growth and improvement as business owners, leaders and swim teachers would be much
more difficult and slow. Truly, I believe the character and caliber of the membership of this
association practically guarantees our future success.
As I write this, Thanksgiving is just a few days away. And, like everyone, I focus my attention
on the many, many blessings in my life. Thank you, Membership, for trusting me to lead our
Association for the next two years. I am so excited to work with our Executive Director,
Sue Mackie, and fellow board members Lynn Ledford, Dave Tonnesen, Rose Cholewinski,
Pat Sunderhaus, Tammy Shoen, and Miren Oca. This is a forward thinking, high energy group
whom I am honored to count among my friends as well as my colleagues.
On behalf of our Board of Directors, I believe it is safe to say we will be working hard
to serve our membership, to be worthy of the honor of our leadership positions and
to focus our sights on what our organization needs to move us onward and upward. I
am certain you will be doing the same things for your own business as we move into the
shiny, new year. We are grateful to be a part of your business planning and development.
Thank you for your membership in the U.S. Swim School Association. See you in
Houston in February! Yeehaw!
Make it a great Holiday Season.
								
								Love,
								Mary

PMark

Association Officers

Your Calendar

February 17-18, 2012
2012 Spring Conference
Houston, TX - Double Tree Houston Downtown

President
Mary Reilly-Magee, 210-492-2606
Vice President
Miren Oca, 305-969-7946
Association Board
Rose Cholewinski, 530-759-1214
Lynn Ledford, 949-589-1512
Tammy Schoen, 713-434-7946
Pat Sunderhaus 602-971-4044
Dave Tonnesen, 703-396-7946

October 10-12, 2012
2012 Annual Conference
Waikiki, HI - Waikiki Beach and Spa
October 14-16, 2012
2012 International Conference
Kauai, HI - Kauai Marriott Resort

Sue Mackie (Executive Director), Rose Cholewinski, Dave Tonneson, Miren Oca (Vice President),
Tammy Schoen, Mary Reilly-Magee (President), Lynn Ledford, Pat Sunderhaus
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...continued from front page
as possible to come up with bigger and better new ideas. The
simple involvement in the project has encouraged staff members
and increased their job enjoyment. For many of our staff, it is
not just a job working for someone else, they feel that they are
contributing to the company and that gives them that sense of
importance and ownership. Each of our staff members who
participate are taken out to a nice dinner at the end of each
session for their efforts and involvement. We have implemented
two proposals, and both have worked. One saved us $2300 in the
first 7 months and the other greatly reduced the anxiety levels in

younger new students. The overall quality of our swim program
has improved due to this program.
So, can passion be created? The answer is yes. Give
employees the power to explore and learn about the business on
their own. Give them a chance for trial and error. This is how
we all learn and become better at what we do. The increased
knowledge and ownership will drive the passion of each employee
to a new level. Passionate teachers are great teachers.

Give Back to the Association
The U.S. Swim School Association is proud to be associated
with vendors and sponsors who provide residual payments back
to the Association. Simply by utilizing these products and services,
member swim schools are simultaneously giving back to the
Association. In turn, the money goes towards programs, operational
costs and conference expenses.
Credit card companies that are aligned with the Association and
provide residuals are FrontStream Payments, Meridian and Process
Pink. Other residuals come from FINIS and Otis Spunkmeyer.
All member swim schools are encouraged to support these
brands. Please consider switching credit card processors if you
haven’t already! Thank you!
FrontStream Payments
FrontStream Payments is ranked as one of the top 50 largest
processors in the U.S., offering a solution that is faster, ironclad secure and the best overall economic value. Partners and
merchants save big money by tying into our full-service solutions
without having to develop them on their own.
Meridian
Meridian Payment Systems is a division of National Processing
Company (NPC). For over 30 years, NPC has provided a wide
range of business transaction processing, from point-of-sale card
processing to e-commerce solutions. NPC is the second largest

provider of credit card processing, supporting over 600,000
customer locations, representing nearly one out of every five Visa/
MasterCard transactions processed nationally. NPC has a customer
service line operated 24 hours a day, seven days a week with highly
trained customer service representatives.
Process Pink Payments
Process Pink Payments is one of the leading providers of credit and
debit card-based payment processing services in the United States.
When a consumer makes a credit card purchase at a Process Pink
participating merchant, a portion of transactions is donated to the
National Breast Cancer Foundation.
FINIS
FINIS was founded in 1993 in Northern California by John Mix and
Olympic Gold Medal Swimmer Pablo Morales, who understood
that technique is the key to swimming faster and enjoying the
water. FINIS products are currently used by Olympic teams, elite
triathletes and fitness swimmers around the world.
Otis Spunkmeyer
Otis Spunkmeyer is known as a pioneer in the fresh-baked cookie
business, and a leader in the sweet baked goods industry. Offering
frozen cookie dough, thaw and serve cookies and muffins, coffee
cakes, pastries, brownies and more, our brand delivers happy
moments and special memories to people everywhere.

We are excited to announce that the 2012 US Swim School Association

National Conference & International Conference

will be held on the islands of Oahu & Kauai in Hawaii

2012 National Conference

2012 International Conference

Our conference hotel is located in the heart of a vibrant
center located directly across the street from breathtaking
Waikiki Beach. Waikiki features a variety of beach activities,
stunning sun sets and unique restaurants and nightclubs.

The US Swim School Association will be hosting an International
Conference after the Annual Conference on Oahu. This international
retreat will feature a combination of business & pleasure. Travel with
us to Kauai - one of Hawaii’s MOST beautiful islands for an experience
of a lifetime and first class accommodations and adventures.

October 10 - October 12, 2012
Waikiki Beach Marriott Resort & Spa
Oahu, Hawaii

For registration information please email
Admin@USSwimSchools.org.

October 14 - October 16, 2012
Kauai Marriott Resort
Kauai, Hawaii

Guest Speaker
Darren Hardy

Around the Association

Brandon Stoffregen, General Manager of
Catch the Wave Swim Club in S. Beloit Il, and
his wife, welcome a new addition to their family
and future Olympic swimmer Nathan Stoffregen on
September 12, 2011

Little Fishes Swim School in Brentwood, MO
was thrilled to open their doors early in the morning
to share a special swim session with students and local
Fox affiliate KTVI. Tim Ezell, a morning show reporter
known for his lighthearted antics, joined owner Ruthie
Zarren and five students and parents to talk about the
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importance of teaching water safety at a young age and
getting young children comfortable with the water.
The appearance was part of a winter communications
campaign launched by the school to encourage parents
to “give the gift of life” and begin swimming classes well
before summer vacations and pool parties begin. Zarren
worked with a local media consultant to pitch the idea to
a morning show producer and to set up the segment. The
campaign will conclude with a coffee meet and greet with
local moms in the media, which is scheduled to take place
in early December.

Swim Diapers
Comfortable Swim Diaper
For Swim Schools and Public Pools

Reusable • Secure
Comfortable • UPF 50+

FINISinc.com

Telephone Greetings that Customers, Prospects, & Employees Love
Three Easy Steps to Success
Mary Sandro

ProEdge Skills, Inc.
Talk about first impressions; telephone greetings are critical.
Prospects are deciding whether or not to do business with
you. Irate customers are deciding how helpful and competent
you are. Yet many companies convolute the telephone greeting
to the point that employees hate saying it and customers and
prospects dread listening to it. There is power in simplicity.
For best results, incorporate three easy elements: pleasantry,
brevity, and sincerity.
Pleasantry
A pleasant greeting is essential to a successful call because it
sets the stage emotionally. In general, listeners tend to mirror
or “catch” the emotional states of speakers. This is a principle
of communication that holds true whether one is speaking to a
group of 1000, a small meeting of 10, or a single customer over
the telephone. In other words, people respond in kind. If we
answer the phone gruffly, chances are the caller will become gruff.
If we answer the phone pleasantly, chances are the caller will be
pleasant, and we all know which caller is easier to work with.
Imagine you are a customer calling a place of business. The
professional on the other end of the phone sounds irritated.
What is your response to a greeting like that? When I’m a

customer, my response tends to be irritation. I start thinking to
myself, “Well, you think you’re irritated now? Wait until you get
finished with me, then you’ll know what irritation is!” I wasn’t
even irritated when I called the company. I simply caught the
professional’s irritation.
I’ve had the opposite experience as a customer too. I am
irritated, highly irritated. I really want to let somebody have it. I
call the company, but the person who answers the phone is so
nice and professional I can’t bring myself to yell at them. I hate
when that happens. This time I’ve caught their professionalism.
One of the easiest ways to attain an emotional state
quickly, like being pleasant, is to use body language. Research
conducted by John Grinder and Richard Bandler suggests
that body language helps create emotional states. If we carry
ourselves with slumped shoulders, frowning face, bowed head,
averted eyes, and shallow breathing, we will probably feel
depressed. If we smile, breath deeply, pull our shoulders back,
and look straight ahead, we will probably feel good. How do
you carry yourself all day at work?
I recommend that professionals establish a ritual before
continue on next page...

Great lessons made easy!
Move to the convenience of
online lesson creating,
storage and sharing with the
Smart Planner.
New innovative
activities and
pre-set lessons
also available.

www.smartmovesinwater.com
6

United States Swim School Association - Winter 2011

Welcome to New &
Returning Members
...continued from previous page
OWA Swim School
Joe Gaydeski - Charlotte, NC

answering the phone. In order to sound pleasant, we need to be carrying
ourselves accordingly. My ritual is to sit up on the edge of my seat, pull
shoulders back, take a deep breath, smile, let the phone ring twice, then answer.
I never answer my phone unless I’ve gone through my ritual. My business is
too important. Sometimes I’ll even stand before I answer the phone if I need
an extra jolt of energy. Stand on your head. Do jumping jacks. Do whatever is
necessary to attain a pleasant state before answering the phone. (Within limits
of course.)

Aqua Essence Swim Academy
Rishona Hyman - Winnipeg, Canada
Yacht Street Swim School
Helen Rhodes - Ashmore City, Australia

Sincerity
No scripts. I am against scripting greetings because they sound insincere,
irritate callers, and discourage employees. Scripted greetings usually include
some kind of slogan. “Hello. It’s a beautiful day here at the XYZ Company.”
Now I don’t care where you work. It can’t be that good all day. At some point
saying, “It’s a beautiful day…” is going to be a stretch or insincere. The other
risk is that the caller is irate. An employee from a furniture company confided
to me that she hated answering the phone, “It’s a beautiful day…” because irate
callers would snap back, “Well it’s not a beautiful day where I am and get over
here and fix this thing!” Is it any wonder why employees and customers hate
scripted greetings?

Dolphinz Swim School
Jaylene Cantrell - Parker, CO
FINS SWIMMING
Nicholas Kaufman-O’Reilly - Rockville, MD
1101 SWIM
Lindsay Richardson - Ann Arbor, MI
iSwim University
Kelly Whittemore - Lake Mary, FL

You want the greeting to be natural, which also makes it easier to sound
pleasant consistently. The key elements of a telephone greeting are: department
or company name, your name, an offer of assistance. An example of a
switchboard greeting might sound like this, “XYZ Company, this is Bob. How
may I direct your call?” A greeting from someone in the accounting department
might sound like this, “Accounting, this is Bob. How may I help you?”

The Pool School
Rob Snowberger - Bartlett, TN
Dolphin Academy Swim School
Amy Ristroph - Augusta, GA

State the company or department name so that customers and prospects
know they are in the right place. How many times have you been five minutes
into a call only to realize the caller would be better served in another
department? Always state your name because it is a sign of authority. Stating
your name implies that you are accountable. It also creates a personal touch.
Lastly, end with a question that expresses your desire to serve the caller.

Lifetime Swim School
Jim & Erin Gleason - Southfield, IN
Floaties Swim School
Michael & Karyn Morrill - Poway, CA

Brevity
Keep it short. I have heard telephone greetings that are so long, I feared
the person answering the phone was going to hyperventilate and go into
cardiac arrest trying to get it out in one breath. Excessively long greetings
are unprofessional for many reasons. They don’t sound pleasant or sincere
because technically they are impossible to execute. Employees hate them and
those feelings come through. Callers hate them because they waste their time.
Fortunately, by following the guidelines above brevity is assured.

North Wyong Aqua Centre
Daniel Fulmer - North Wyong, Australia
Little Starfish Swim Academy, LLC
Tracey Peralta - Port St Lucie, FL
Academia de Natacion
Angel Romero
Angel Romero & Carlos Romero - Lima, Peru

Summary
Telephone greetings are a powerful part of doing business. To be successful, keep
greetings simple. Practice a ritual to be pleasant. Remain unscripted. Be brief.

Liquidworks Aquatics LLP
Sherene Faith Ng & Fabian Seet
Singapore, Singapore
Kirby Swim
Saskia & Bill Kirby - Claremont, Australia

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.
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Lifestrokes
Jessica Bailey - Lincoln, NE
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Teaching Tip: Mardi Gras Beads
Melina Slotnick

Swimmerman Swim School - Jonesboro, GA
Here are some unique ideas for the use of Mardi Gras fish necklaces!
1. When an Adult swims the length of the pool for the first time.
2. When teaching sculling. You can drop one in the water
and place your hands below it, you begin to scull your hands
and fingers softly and upward making the beads return to the
surface, and open up into the circle without even touching
them. It really provides a visual of how soft sculling is. It
fascinates adults as well and gives a visual to an otherwise
‘feeling-only’ technique. They love it.

3. We also have small treasure chests filled with gems and bracelets
with these beads for little girls and boys when they discover the
pirates treasure. So funny seeing little boys covered in beads! LOVE IT.
4. I use them in Special Olympic coaches training. Helps get them
to open up, to earn their beads.
5. Swimmerman is hanging them in his car and is going to use
them this spring in parades.

Here are places to find
“Mardi Gras Fish Beads”
that you can also include:
Century Novelty - (800) 325-6232
Oriental Trading - (800) 875-8480
Toomey’s Mardi Gras - (877) 450-5077

General Liability • Excess Liability • Property • Director’s & Officer’s Liability
Pool Management • Pool Premises • Crime • Special Events • Worker’s Compensation
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.

rmsswimminginsurance.com
Proud Sponsor of

800.777.4930
602.274.9138

P.O. Box 32712, Phoenix, AZ 85064-2712
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Safer 3 Early Education Drowning Prevention Program
Lauren Bordages

After months of preparation, the National Drowning
Prevention Alliance, in partnership with The Swim for Life
Foundation and sponsored by the U.S. Consumer Product
Safety Commission, has completed the Safer 3 Early Education
Drowning Prevention Program.
The early education program, which meets national
standards, will be available to any interested preschool, afterschool care programs at YMCA’s, Park & Recreation Programs
or other youth care agencies in the United States. The pilot
program was successfully tested last spring in Tustin, CA. The
curriculum is a 10-hour course that is designed to be taught
over a one to two week period; however, the lesson plan does
allow some flexibility in instruction. The curriculum focuses on
the importance of the Safer 3 program: Safer Kids, Safer Water,
Safer Response. Each lesson will be accompanied with an age
appropriate activity for the children to complete to help them
better understand the importance of water safety
The program is especially critical to preschool through
early grade school aged children (ages 4-7) because the
statistics show that those children are at the most risk of
unintentional drowning and near-drowning incidents. Drowning
is the second leading cause of unintentional death to children
nationally. The CPSC estimates that an average of 5,100 poolor spa-related submersion injuries were treated in hospital

emergency departments each year from 2008 through 2010.
The CPSC found that from 2006 to 2008 an annual average of
383 pool- or spa-related fatalities involved children younger
than 15. More than three-quarters of the reported fatalities
and nearly 80 percent of the treated injuries involved children
younger than five.
Swim for Life Foundation president Johnny Johnson, who
oversaw the development of the Safer 3 Early Education
Drowning Prevention Program, hopes the program will become
mandatory instruction in all preschools. “Education is the key to
drowning prevention and we believe that this program will have
a huge impact in raising awareness for water safety. Starting with
young children in their schools and then sharing the message
with their families we expect the Safer 3 to become synonymous
with drowning prevention and as recognized as Smokey the Bear
is for Fire Prevention.”
For more information about the Safer 3 Early Education
Drowning Prevention Program or to order the curriculum for
your preschool or after-school program, please visit
www.swimforlife.org/programs-services/curriculum

ALL NATURAL POOL & SPA CLEANER
Since 1984

n!

Go

ee
Gr

Save Time and Money

BENEFITS

Hand friendly - pH neutral, all natural

Re-useable for weeks and weeks

Child safe

Eco-friendly

FEATURES

Mild abrasive - natural silica

Ultra compact - fits in your hand

Easy storage and disposal

Non caustic, does not contain soap

For all aquatic facilities including private, community, residential, hotel & university pools, health
clubs, YMCA’s, Boys & Girls Clubs, JCC’s, aqua therapy centers, sports facilities, spas., theme parks
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(404) 521-9054

info@scrubbits.com

(800) 477-6434
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U.S. Swim School Association Announces
2011 Award Winners
At the U.S. Swim School Association’s annual conference in Orlando this past October, several awards were handed out to
honor significant contributors who have made an impact on our industry. The Board of Directors nominated and selected
winners for both the Humanitarian and Guiding Light awards while the “Best of Association” awards were voted on by member
schools in attendance at the conference.
The U.S. Swim School Association Hall of Fame honors individuals who have at least 20 years of experience and have made
exceptional contributions to the swim school profession and learn-to-swim industry. Inductees are nominated by U.S. Swim
School Association members and selected by the Board of Directors.
Hall of Fame Inductee
Bonnie Howe, president and chief executive officer of Houston Swim Club, becomes
the 34th inductee and joins an exclusive group of people who have been so honored
by the U.S. Swim School Association since 1990.
Howe operates the Houston Swim Club, which was formerly known as Phil
Hansel Swimming Academy and has been around since 1953. After managing the
facility for eight years, Howe purchased Houston Swim Club from Hansel in 1994.
Howe has maintained the standard set by Hansel, a 1999 Hall of Fame inductee and
former University of Houston/U.S. Olympic coach. She continues to implement the
structured teaching methods, safety and positive environment to ensure that students
can achieve their swimming goals. Over a quarter of a million students have learned
to swim at Houston Swim Club for the past five decades.
Howe, a member of the U.S. Swim School Association since 1994, has also led the
expansion of the Houston Swim Club, which now boasts four locations in the area.
In addition to the original location in Sharpstown, there are sites in Sugar Land, Katy
and Pearland.
Bonnie Howe accepts award from Jan Emler,
2010 Hall of Fame Inductee
continue on next page...
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...continued from previous page
Humanitarian Award
Tara Girch, the recipient of the Humanitarian Award, was nominated by
the membership and is given to someone who provides outstanding service to
the local community in some way related to water safety, drowning prevention
or aquatic education. She becomes the sixth winner of the award, which was
introduced in 2007.

2010 Humanitarian Award winners, Johnny and Cindy Johnson,
present Tara Girch (center) with the Humanitarian Award

Owner of MarTar Swim School in Ellicott City, Maryland, with her husband
Marty, Girch has been teaching swimming since 1987 and has also worked for
19 years as a school teacher. Girch has a background in Special Education and
holds an Adaptive Aquatics Certification from the International Swim Instructors
Association. In addition, she started the pilot program for the Howard County
Special Olympics “Begin to Swim” initiative in 2010. MarTar Swim School has
specialized in teaching individuals with special needs, including children and adults
with Autism, Down Syndrome, ADHD, PDD, Cerebral Palsy and Visual and/or
Audio Impairments. Girch and the instructors at MarTar, who all have extensive
experience or degrees in education as well as a background in swimming, employ
a variety of techniques including but not limited to visual aids and sign language.

Guiding Light Award
The Guiding Light award was introduced in 1995 and is given to a member
who has made a particularly outstanding contribution to the organization
during the previous year. Tammy Anderson, the 2011 nominee, became the 16th
winner of the Award. The owner and chief executive officer of Aqua Pros Swim
School in San Diego, Anderson has been a swim instructor for over 32 years.
She is a member of the U.S. Swim School Association, the World Aquatic Baby
Congress and is certified in Infant Toddler Instruction. In addition, Anderson
co-wrote a book called “Swimming with Autism” with Cathy Ball. The Aqua
Pros Swim School works closely with and supports the San Diego Chapter
of the Autism Society of America. They are actively involved with a Pool Pals
Program, Swim Lesson Program and Surf Camp, which all help provide swim
and recreational activities to children and families in the autism community.

Board member, Dave Tonnesen presents the
Guiding Light award to Tammy Anderson

“Best of Association” Awards
For the “Best of Association” awards, member swim schools all across the world were invited to enter submissions in a variety of
categories. Winners were then selected based on a vote by members in attendance at the conference. The 2011 “Best of Association”
award winners are as follows:
Category

Winning Swim School

Location

Print Ad
Photo
Website

SWIMkids USA, Inc.
SwimKids Swim School
Iddy Biddy Swim School
Seal Swim School
Hubbard Family Swim School
La Petite Baleen
SWIMkids USA, Inc.
SwimKids Swim School
SwimKids Swim School

Mesa, AZ
Manassas,VA
Sycamore, IL
Tampa, FL
Phoenix, AZ
San Francisco, CA
Mesa, AZ
Manassas,VA
Manassas,VA

Blog
T-Shirt
Promotion
Facility
Leadership

Congratulations to all our 2011 winners!
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P.O. Box 17208
Fountain Hills, AZ 85269

US Swim School Association Thanks Our Annual Sponsors

