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DECEMBER 2014 

COLUMBIA SPEAKS. CA LISTENS. 

SUMMARY REPORT 

INTRODUCTION 

On October 18, 2014, Columbia Association (CA) hosted Columbia Speaks. CA Listens. at the 

Wilde Lake Interfaith Center. This community input meeting provided an interactive 

session for residents and other community stakeholders to provide their thoughts on CA’s 

programs and services; governance structure; and communications and community 

engagement efforts.  

Participants sat at tables and engaged in small group discussions on the three topics. 

Approximately 100 people attended. The discussions were guided by moderators from 

Howard Community College’s Mediation and Conflict Resolution Center. Note takers at each 

table documented these discussions. In addition, CA provided note cards on which 

participants could document their questions on other topics. Columbia Association 

President/CEO Milton W. Matthews answered a number of these participant questions at 

the event. He also stated that CA would continue to take comments via email, the website 

and social media through mid-November to provide an opportunity for those who could 

not attend the event to express their views.  

Columbia Association staff compiled more than 1,110 comments, questions and ideas from 

the event and the 30-day comment period. This report provides a summary of that input. 

The report is supplemented by three attachments: Attachment A is a compilation of all the 

comments expressed by the participants and recorded by the note takers as part of the 

table discussions; Attachment B is the compilation of the comments received during the 

subsequent 30-day comment period; and Attachment C includes the questions submitted 

on note cards during the event with responses provided by the appropriate CA subject 

expert.  

MEETING EVALUATION 

Of the approximately 100 people who attended Columbia Speaks. CA Listens., 69 

participants completed the evaluation form. Participants were asked how satisfied they 

were with the meeting using a scale from 1 (very low) to 5 (very high).  Eight-four percent 
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(84%) rated their satisfaction of the meeting as high or very high; 13% rated their 

satisfaction as medium; and 3% rated it as low. No one rated their satisfaction as very low.  

The evaluation form included a question about what worked well at the event. The majority 

of the respondents referenced the facilitators—who were able to effectively facilitate table 

discussions—and the note takers, who recorded the responses. This was closely followed 

by “small group discussions.” Many people commented that they enjoyed the format as it 

allowed each person to have their voice heard. The third most common response to this 

question was that the small group discussions also facilitated interaction and feedback 

among fellow community members. 

The evaluation form also included the question: “What could have been done differently to 

enhance the usefulness of the meeting?” The majority of respondents wanted more 

interaction with CA board members at the meeting and would have liked to have had them 

rotate among the tables to listen to the comments and suggestions by the community. The 

second most prevalent answer was “N/A” or “I thought it was great.” This answer was 

closely followed by shortening the meeting time because “it seemed to drag just a bit at 

times.” 

The most frequent response to the question whether participants had any additional 

comments for CA was a desire for CA to continue Columbia Speaks. CA Listens. The second 

most popular response was to express appreciation to CA for hosting the event and to 

“keep up the good work.” 

In response to the question that asked how they heard about the event, the two most 

common avenues were through the Columbia Flier and via CA emails. These were followed 

by discussions with CA or village board representatives and engagement/fliers handed out 

by CA staff at the athletic facilities. 

TWEET DURING COLUMBIA SPEAKS.CA LISTENS.  

“A volunteer facilitated the discussion at every table to ensure no one monopolized the 
conversation and everyone’s opinion would be heard. CA also arranged to have a note taker 
at every table to capture what the participants wanted to tell CA. Participants were 
randomly assigned to a table, and that helped to prevent the natural flocking of participants 
with like-minded views that would have occurred otherwise. Very well done.” 

Background information on the event and a brief video that provides event highlights are 
available at ColumbiaAssociation.org/ColumbiaSpeaks.  

  

http://columbiaassociation.com/i-want-to/attend/columbia-speaks-ca-listens
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PROGRAMS AND SERVICES DISCUSSION 

TOPIC OVERVIEW 

Columbia Association operates four fitness/health clubs, an ice rink, an equestrian center, 

two golf clubs, three tennis clubs, 23 outdoor swimming pools (including two Mini 

WaterParks), five indoor pools and a hot water therapy pool, a DogPark, and a SportsPark 

with miniature golf and batting cages. In addition, CA owns and maintains approximately 

3,600 acres of open space as a permanent asset for the community. This open space is 

interwoven with residential and commercial areas and is a defining feature of Columbia. It 

includes amenities such as lakes, ponds, parks, tot lots, basketball and tennis courts, 

landscaped features and 94 miles of paved pathways.  

Columbia Association also offers cultural and community service programs and facilities 

including a welcome center, an art center, a youth and teen center, before and after school 

care at 22 schools, summer camps, free summer lakefront concerts and movies, an archive, 

a volunteer center, a time-banking exchange, and a sister cities program. Among other 

programs, CA is actively working to restore Columbia’s watershed through public 

education and projects to reduce water run-off and restore our streams. CA also is working 

to reduce energy consumption and reduce our community’s greenhouse gas emissions. 

Columbia Association’s programs and services have changed over time and will continue to 

evolve to meet the needs of the community and Columbia’s changing population.  

Columbia Association advocates on behalf of its community members to enhance services 

and programs provided by other organizations. In addition, CA has extensive partnerships 

with many agencies and organizations. Local government services are provided by Howard 

County and include: schools and libraries; water and sewer management; road 

maintenance; public transportation; housing and community development assistance; 

waste and recycling collection; county parks and recreation facilities; inspections, licenses 

and permits; planning, zoning and historic preservation; police, fire and rescue services; 

and economic development and revitalization. 

WHAT WE HEARD ABOUT PROGRAMS AND SERVICES 

This section summarizes the responses to the questions posed about CA’s programs and 

services. There were over 375 comments, which were analyzed and sorted to identify 

common themes or topics. The summary below is the result of this analysis and highlights 

the items, opinions, concerns or topics that were mentioned most frequently. For those 

readers who want to review all the specific comments, please review the information in 

Attachments A, which includes all the comments documented in the table discussions; and 
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Attachment B, which documents the comments received during the 30-day comment 

period subsequent to Columbia Speaks. CA Listens.  

QUESTION 1: WHEN YOU'VE VISITED OTHER COMMUNITIES, WHAT PROGRAMS HAVE 

YOU OBSERVED THAT YOU THINK CA SHOULD CONSIDER OFFERING? 

Most responses did not directly address this question about program ideas from other 

communities.  However, some ideas mentioned were lakeside beaches to bring the 

community together, the Baltimore Creative Alliance for more arts and cultural activities, 

regular guided nature walks as conducted in Reston and the program Kids Peace 

(performing arts), which operates in various cities across the country.  

Participants answered this question and the following question, “What changes to CA 

programs, services or facilities would you like to see?” in similar ways: suggesting things 

they would like to see added or changed.  The responses covered a wide array of topics and 

desired amenities and services. The most frequently mentioned responses to this question 

were about changes desired to CA facilities; improvements wanted in communications and 

marketing; additional events wanted; membership ideas; and transportation issues. 

FACILITIES: The most frequently mentioned facility-related comments focused on 

improving signage. Specific recommendations ranged from improving signage at retail 

stores in the village centers to increased navigational signage along the pathway network. 

Other facility-related comments included the idea of creating a “sports complex center” or a 

recreation center for local sports that would house/accommodate a number of different 

sports activities. The desire for additional aquatic facilities also received a few comments 

with suggested changes ranging from adding a “salt based” rather than chlorine pool, to 

extending the outdoor swimming season for specific pools, to the desire for an Olympic-

sized pool. 

COMMUNICATIONS: Those who raised issues on this topic noted that communications and 

marketing for activities and facilities offered by CA could be improved. Some specific 

suggestions included more feedback on CA board decisions and discussions, more 

community meetings, more “cross promotion” for programs and services, and suggestions 

to “make information more readily available.” 

EVENTS: Participants expressed a desire for more events and festivals throughout the year, 

particularly those focused on arts and culture; as well as more speakers, group discussions 

and community gatherings.  

TRANSPORTATION: The majority of participants who mentioned transportation services 

suggested improvements to the transportation system to make it more multi-modal. This 
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included a number of suggestions about improving public transportation. These comments 

ranged from expanding the existing bus service to creating a trolley system to serve 

Columbia. Active transportation received numerous mentions with participants requesting 

“more walker-friendly paths to go to work,” improved crosswalks/sidewalks, and bike 

lanes. Transportation options for seniors was another topic that was mentioned a few 

times, and in particular, related to expanding Neighbor Ride.  

MEMBERSHIP: Participants most frequently mentioned the cost of the CA membership and 

expressed a desire for membership flexibility such as the duration of the membership as 

well as facility-specific membership flexibility.  

OTHER: A variety of other topics were also mentioned. Topics ranged from a desire for age-

specific programs and services for kids/families as well as seniors to issues related to CA 

structure/governance and covenants. 

QUESTION 2:  WHAT CHANGES TO CA PROGRAMS, SERVICES OR FACILITIES WOULD 

YOU LIKE TO SEE? 

There were many more direct responses to this question than to the first questions related 

to programs and services. Those topics mentioned most frequently are highlighted below 

and include communications, membership, programs, and facilities, followed by concern 

about village centers and questions about CA governance. Other topics that received 

numerous mentions were membership, events and age-specific recommendations. 

COMMUNICATIONS: One suggestion that several people had was for more outreach to new 

Columbia residents and the benefits of offering a welcome packet so that they are 

introduced to what CA offers residents. Other recommendations included making 

information more easily accessible (i.e., a better website, more interactive newsletter); 

better coordination among CA Board members, community members and villages; and 

more public involvement. 

MEMBERSHIP: Participant comments on this topic focused on the cost of the CA membership 

being too high. Several suggestions were offered to make CA facilities and programs more 

accessible including simply reducing the membership cost for members and non-members 

or offering discounts (senior discounts, in particular). Other suggestions included 

“reinstate the Earn-a-Membership program” and creating an a-la-carte membership type to 

better fit the needs of the customer and potentially reduce the cost. 

PROGRAMS/CLASSES: A variety of programs and suggestions were mentioned. There were 

few overall themes in the comments besides that participants wanted more schedule 

options including early morning and late evening classes to accommodate their work 
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schedules. Also, several participants mentioned expanded time periods for KidSpace to 

allow those with children to workout at times that best fit their needs. The classes 

mentioned most frequently were yoga and Pilates. Participants hoped to see more of these 

classes offered in the future. 

FACILITIES: Here as with other topics, the comments and suggestions were quite varied. 

One suggestion mentioned a number of times was that CA should spend more financial 

resources on maintaining/enhancing existing facilities rather than building new facilities. 

Other suggestions included a desire to add laser tag at the SportsPark; that facilities should 

have multiple purposes rather than only one use; and a suggestion that a playground be 

built at the Lake Kittamaquandi lakefront. 

VILLAGE CENTERS: Several comments stated that some of the village centers need more 

attention and physical/structural improvements.  

OTHER: A few other topics received several comments including public safety, pathway 

improvements, and CA governance. 

WHAT CA WILL DO ABOUT THE COMMENTS RELATED TO PROGRAMS AND SERVICES 

This section summarizes what CA is doing, and proposes to do, related to the comments 

received.  

The variety of comments received on programs and service is an indication of just how 

many different programs and services CA offers.  All the comments received are being 

shared with CA’s various departments for review and consideration. In addition, the 

comments that relate to county programs and services are being forwarded to various 

Howard County government agencies, as appropriate. 

ADJUSTING PROGRAMS AND SERVICES TO MEET COMMUNITY NEEDS:  Columbia Association’s 

mission is: “Working every day in hundreds of ways to make Columbia an even better place 

to live, work and play.”  At the heart of this mission is providing a wide array of programs 

and services that meet the needs of our diverse community. Columbia Association 

evaluates and regularly adjusts programs and services to meet the needs of our changing 

community; these needs have and will continue to evolve.  

FACILITIES: In addition, CA will continue to assess, replace, rehabilitate or repurpose our 

facilities and will be developing a timeline and approach for the assessment of all CA 

facilities. 
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GOVERNANCE DISCUSSION 

TOPIC OVERVIEW  

Columbia Association’s original purpose as stated in its charter is: “To organize and operate 

a civic organization which shall not be organized or operated for profit, but which shall be 

organized and operated exclusively for the promotion of the common good and social 

welfare of the people of the community of Columbia and its environs…. To do any and all 

lawful things and acts that the Corporation may from time to time, in its discretion, deem to 

be for the benefit of Columbia and the inhabitants thereof or advisable, proper or 

convenient for the promotion of the interests of said inhabitants with regard to health, 

safety, education, culture, recreation, comfort or convenience.” 

To accomplish this purpose, CA was established in 1965 and continues to be a private, non-

profit, non-stock corporation that operates under the Corporations article of the State of 

Maryland legal code. Likewise, the ten village community associations are also private, non-

profit, non-stock corporations.  

In 1984, the Maryland Legislature passed the “Homeowners Association Act.” Among the 

provisions of the Act are requirements on open meetings of an association’s board of 

directors and the opportunity for lot owners to inspect an association’s books and records. 

Columbia Association is subject to the Act by virtue of the definition of a homeowners 

association contained in the Act. So, CA operates both under the Corporations article of the 

State of Maryland legal code and the Homeowners Association Act. 

Columbia Association is governed by an 11-member board of directors. There is a director 

from each of the ten village community associations, and the CA President/CEO is a non-

voting member of the board. Eligible voters in each of the ten villages, depending on the 

village’s criteria, elect a resident or property owner of that village to be a Columbia Council 

Representative. In three villages, each representative serves a one-year term. In the other 

seven villages, each representative serves a two-year term. The ten Columbia Council 

Representatives become the only “members” of Columbia Association and they then elect 

themselves to the CA Board of Directors. 

Two of the village community associations allow each resident 18 and older to vote in 

Columbia Council elections even if they do not own or rent village property. The other 

village community associations allow voting only by property owners and residents.  

Columbia Association’s President/CEO is appointed by the board of directors. The board is 

responsible for strategic planning and overall budget approval. The CA President/CEO is 

responsible for hiring and oversight of the entire CA staff and all CA operations. 
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Making changes to CA’s governance structure — including any changes that would alter the 

election of Columbia Council Representatives as CA’s Board of Directors — would require 

an amendment of the charters of all 10 village community associations as well as CA’s 

charter. Any changes to CA’s charter would require an affirmative vote from two-thirds of 

the CA Board of Directors (7 of the 10 voting CA board members).  The requirements to 

amend the village community association charters differ from village to village, including 

variations in the necessary percentage of affirmative votes by eligible voters. 

WHAT WE HEARD ABOUT GOVERNANCE 

This section summarizes the responses to the two questions posed about governance. 

There were over 200 comments made in response to these questions. These responses 

were analyzed and sorted to identify common themes or topics. The summary below is the 

result of this analysis and highlights the items, opinions, concerns or topics that were 

mentioned most frequently. For those readers who wish to read the specific comments, 

please review the information in Attachment A, which includes all the comments 

documented in the table discussions; and Attachment B, which documents the comments 

received in the 30-day comment period subsequent to Columbia Speaks. CA Listens. 

QUESTION #1: WHAT WORKS WELL ABOUT CA'S CURRENT FORM OF GOVERNANCE? 

There were only a few specific responses to this question. In most cases, the answers to this 

question did not directly address governance but rather the respondents’ thoughts on 

outcomes and what they liked about the community, CA, the CA board, or the village 

boards. Among the few specific responses to the question were statements that the one 

representative from each village on the CA board worked well and that the size of the 

board was appropriate and that the CA board listens and works well “when it comes to 

corporate matters.” There were questions about who maintains the existing governance 

system: CA, residents, or the State of Maryland; and questions about what is 

happening/might happen to Columbia in the post-Rouse era.  A few comments addressed 

the desire for a welcome letter/center and information about Columbia and facilities and 

governance.  

There were a number of comments about the varied opportunities for input and 

participation, and many ways to become informed, for example, “open discussion events 

like today;” and that there should be more events like it. 

As mentioned above, there were a number of positive comments about things respondents 

liked about CA and Columbia including the services provided, the attractiveness of 

Columbia and its facilities, the beautification of the community, the open space/grounds, 

and that CA was professionally and well run.  
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QUESTION 2:  WHAT DOES NOT WORK WELL ABOUT CA'S CURRENT FORM OF 

GOVERNANCE? 

There were many more direct responses to this question than to the question about what 

was working well (see Governance Question #1) about the current form of governance. 

Highlights of the responses are noted below. The subjects that got the most mention are 

listed first.  

GOVERNANCE NOT UNDERSTOOD/CONCERNS WITH STRUCTURE. The largest number of 

responses to this question was about how governance is poorly understood, that there is 

confusion about roles among the Columbia Association Board of Directors and the village 

board members; confusion about the county government role versus CA’s; and confusion 

about the role of CA board members and whether they represent villages or the 

organization. Other sentiments expressed were that the structure is too complicated, not 

explained well and that there is little information available to clarify the subject. Other 

comments mentioned confusion caused by an overlap between CA and the villages and the 

fact that each village has its own structure.  

Also in response to this question, there were a number of comments about issues that are 

not controlled by CA such as traffic, housing, litter and private development. What came 

through clearly is a lack of understanding of governance issues related to CA and the village 

associations.  

ELECTIONS: Another much-mentioned topic was elections. There were many comments 

expressing concerns that the current system of voting does not work well. Items mentioned 

include a lack of information on CA board candidates across the community; lack of 

information and understanding of the petition to run process and timeframe; and 

inconsistent rules among the villages about who can vote and how frequently villages hold 

elections. There was considerable concern about low voter turnout, the lack of competitive 

races, and the limited interest in voting or running for office. There were suggestions about 

making the villages’ voting rules consistent; having consistent terms; changing the timing 

of the elections; and having a consistent process allowing people to vote by mail. 

Frustration was expressed with the current process. There were also a few comments 

about the desire to require qualifications for CA board members and a suggestion that they 

be compensated as this might increase the number of people interested in running/serving.  

REPRESENTATION AND ACCOUNTABILITY: Another subject that was often mentioned 

concerned representation issues. These ranged from how members are defined and that 

only the CA Board of Directors are “members” to the lack of business representation on the 

CA board to board members representing the interests of the corporation rather than the 

residents. There were also comments about the CA board make-up and the need to be more 



 

 

10 

 

representative of the community: a lack of diversity was mentioned.  A few participants 

expressed frustration with paying the “lien” without having a direct say in decision-making. 

In addition, there were related comments about the need for board members (village and 

CA) to provide more feedback on what is going on and to be out in the community more so 

that people could be better connected to the decision-making process.  

COMMUNICATIONS AND ENGAGEMENT ABOUT GOVERNANCE: There were a number of 

comments related to the desire and need for more and better information on governance to 

help the community understand it. There was an expressed need for better communication 

among the village boards; and between the village boards and CA; and that both the villages 

and the CA board needed to be in better touch with the “pulse” of the community. There 

was a desire for more community conversations, more information on major projects, and 

more information for new community members, such as: a “welcome wagon” approach.   

VILLAGE ARCHITECTURAL REVIEW: There were a few and consistent comments made about 

the architectural review process overseen by each village, the desire for guidelines and 

“rules” to be more consistent and updated for current day situations, and that better 

information was needed about the process. 

OTHER: There were a number of other comments about long or too frequent CA board 

meetings or a lack of awareness about the meetings, and that they are poorly attended, 

particularly by younger residents.  

WHAT CA WILL DO ABOUT THE COMMENTS RELATED TO GOVERNANCE 

This section summarizes what CA is doing, and proposes to do, related to the comments 

received.   

COMMUNICATIONS ENHANCEMENT: Over the last seven months, CA's President/CEO and 

board chair and vice chair have attended village board meetings of nine of the ten village 

community associations (they will attend the tenth meeting in January 2015) to improve 

communication between CA and the villages. They provided updates on CA activities and 

accomplishments during the past 12 months. Also, these meetings have served as “listening 

sessions,” where the president, board chair and vice chair have heard concerns raised by 

the villages. 

COVENANTS: In November 2014, the CA board held a work session about covenants, to 

which village board members, village managers and village covenant advisors were invited. 

A detailed presentation was made concerning the CA and village covenant enforcement 

process, and there were discussions among and between board and audience members 

about the covenant process.  
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CHARTER AND BYLAWS:  The CA board also is considering the creation of an advisory task 

force to review CA's Charter and By-Laws and to make recommendations to the board 

regarding possible changes to those documents to address such issues as eligibility criteria 

for CA board candidates, increased accountability of members of the board, the role of the 

Columbia Council, and the addition of one or more board members to represent the 

Columbia business community. In the coming months, the board will be discussing a 

charter and charge for this task force. 

ENHANCED INFORMATION: The CA Communications and Marketing team will also add 

information to the packets distributed to new CA members on “who does what” and include 

a brief explanation of governance. 

COMMUNICATIONS AND COMMUNITY ENGAGEMENT DISSCUSSION 

TOPIC OVERVIEW  

Columbia Association uses numerous communication channels to deliver information in a 

variety of formats to reflect the needs of its diverse audience. CA’s website is the central 

gateway for news and updates. It includes information about facilities, services and 

programs; board of directors’ documents; links to digital publications; event registrations 

and membership inquiry forms. Columbia Matters, a videotaped show, can be accessed on 

the website as well as through CA’s YouTube channel. Columbia Association’s social media 

channels are used to post timely information, imagery, and inspire comment and sharing 

for wider reach. 

Aside from social media, communication platforms that invite resident participation 

include a “Resident Speakout” at CA Board of Directors meetings and the Excite Columbia 

citizen’s academy.  

Information is delivered via opt-in alerts and email newsletters, in publications such as the 

quarterly Activities Guide, CA Monthly, CA at a Glance and the Public Information Guide; 

through village community associations and via elected officials and government staff for 

wider dissemination; in news and feature stories submitted to or covered by local and 

regional media; and fliers available at CA and Howard County facilities and businesses. 

Further outreach is achieved by CA staff presence at public events in the community and 

participation in other organizations’ committees; a televised channel shown in CA’s fitness 

facilities; broadcast TV ads; and frequent meetings with stakeholders at area businesses 

and government entities. 
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WHAT WE HEARD ABOUT CA COMMUNICATIONS AND ENGAGEMENT 

This section summarizes the responses to the three sets of questions posed about CA’s 

website and communications efforts. There were approximately 400 comments made in 

response to these questions. These responses were analyzed, coded and sorted to identify 

common themes or topics. The summary below is the result of this analysis and highlights 

the items, opinions, concerns or topics that were mentioned most frequently. For those 

readers who want to review all of the specific comments, please review the information in 

Attachment A, which includes all of the comments documented in the table discussions, and 

Attachment B, which documents the comments received in the 30-day comment period 

subsequent to Columbia Speaks. CA Listens.  

QUESTION 1:  WHAT IS YOUR EXPERIENCE LIKE NAVIGATING CA’S WEBSITE TO FIND 

INFORMATION YOU NEED? 

The responses to this question ranged from those that mentioned that the website was 

good and informative to those that found it hard to navigate. Others mentioned that the 

information was often not up-to-date. Within this spectrum of answers, far more people 

expressed frustration and dissatisfaction with the website than those who found it good or 

satisfactory. Specific recommendations included a desire for a more mobile-device-friendly 

website. Related comments expressed a desire for reduced posting of pdf documents and 

the ability to get information more easily with less navigation (fewer clicks). Other issues 

mentioned were that it is hard to find information; that search functions are limited; and 

that the website takes too long to load.  

Another comment and suggestion made by a number of participants was for the website to 

have links to non-CA information. There were specific suggestions for links to village 

newsletters and a joint CA/village events calendar, sortable by village. There was also a 

similar suggestion that CA’s webpage should include or link to local government 

information. Another common sentiment was that website users had difficulty registering 

for classes and finding BookingsPlus.   

QUESTION 2:  HOW DO YOU LIKE TO RECEIVE INFORMATION FROM CA? WHAT 

OPTIONS FOR COMMUNICATING INFORMATION SHOULD CA CONSIDER? 

The most frequent response to the question about how people like to receive information 

was electronically. Email was the most frequently noted avenue, followed by social media 

(Facebook, Twitter, etc.). However, many people mentioned that they got information 

through signage/fliers at facilities and recommended that similar information be posted at 

non-CA venues such as grocery stores, community centers and the library. A few of the 
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respondents mentioned that they like to get information about CA through the CA Monthly 

and a few others mentioned the village newsletters. Several mentioned the Columbia Flier 

as well. 

Participants had a number of ideas for CA to consider. The most commonly mentioned was 

a daily newsfeed so that it would be easy to know what was going on that day or over the 

upcoming weekend. Another idea was to be able to sign-up for email alerts by topic—this 

was mentioned by a number of respondents, including the following comment: “Would be 

nice if community members could subscribe to receive specific types of information.”  

Another creative idea was to post roadside signs for important events.  A few people 

mentioned that they liked the in-person meetings such as Columbia Speaks. CA Listens. 

QUESTION 3:  ARE THERE OTHER WAYS YOU'D LIKE TO PARTICIPATE IN DIRECT 

FEEDBACK TO CA? WHAT MIGHT THIS LOOK LIKE? 

The responses to these questions were quite varied making it difficult to identify themes. 

However, one idea that was mentioned a number of times was the need for improved 

customer service, customer service training, and timely responses to questions and 

requests for information. In the same vein, a few respondents mentioned that they still 

liked in-person contact and that “high touch” communication was valued. In addition, as 

with the response to questions about the website, respondents said they desired 

information on community issues (not only about CA). A few respondents mentioned that 

they would like to be able to get information on CA discounts (buyer’s discounts, targeted 

discounts) in one place. Suggestion boxes at facilities and on the website were also 

mentioned. 

WHAT CA WILL DO ABOUT THE COMMENTS RELATED TO COMMUNICATIONS AND 

ENGAGEMENT 

This section summarizes what CA is doing, and proposes to do, related to the comments 

received.  

CUSTOMER SERVICE ENHANCEMENTS  

Columbia Association is a major provider of community services in the Columbia 

community; therefore, there is a focus throughout the organization to ensure that 

residents, members, guests and others have a positive experience, regardless of how they 

may interact with CA. Our efforts are ongoing to provide the appropriate customer service 

training specific to the position held by CA employees. 
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WEBSITE IMPROVEMENTS  

Since Columbia Speaks. CA Listens., CA has planned changes to the website, many of which 

will be completed by February 2015. Upcoming changes will include the following: 

 The tabs at the top of the page will change and information will be easier to find in a 

more logical manager for the user. 

 The current and upcoming events listing will be moved to a more prominent place 

on the homepage.   

 Beginning in January 2015, there will be a weekly video spot on the homepage 

window featuring a short interview with CA’s president, Milton W. Matthews. 

 The “load time” of the CA website will be much faster than it has been in the past. 

 Each Columbia lake, its location, and the distance in miles of the pathway around it 

will be posted. 

 Tickets and gift cards available for purchase at a discount through CA’s Member 

Service Center will be posted on the website. You may currently search for available 

discounts using Member Advantage, under the “I Want To” tab. 

Website changes that have already been completed include the following: 

 A village directory has been created: each village has a description, a picture of their 

event space, and contact information as well as a link to their village website. 

 An “opt-in” page is available at ColumbiaAssociation.org/Notify where you can 

subscribe to receive urgent notifications as well as choose what types of information 

you will receive from CA. 

OTHER NEW OR UPCOMING COMMUNICATIONS ENHANCEMENTS 

 CA Monthly has been redesigned with a fresh look and themed topics; each issue will 

include a short letter from CA’s president, Milton W. Matthews. 

 An eNewsletter will launch in January 2015 that has other related but different and 

updated information. 

 A CA Pinterest site will launch with pictures of CA events, facilities, special offers, 

and more. 

 A new CA app is in development. 

http://columbiaassociation.org/Notify

