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This is a new format for the President’s Report for Columbia Association. This format is striving to distill a lot of work into a quickly 
digestible format that is an easy-to-understand snapshot of a complex community organization. Included are key points about what we 
are busy doing at CA to better serve Columbia in a wide variety of ways, a celebration of  our CA points of pride, and the sharing of 
some of the content that is shaping CA’s President/CEO’s perspective.  

From Lakey Boyd’s Desk: 

Looking Forward 

“Change is the law of life and those who only look to the past or present are certain to miss the future.”  -John F. Kennedy 

Professional Reading 

“4 Strategies to Simplify the Customer Journey,” Harvard Business Review, 
Richard L. Gruner (2021 May 14). 

Personal Reading 
You Are Your Best Thing: Vulnerability, Shame Resilience, and the Black Experience -- An Anthology. 
Edited by Tarana Burke and Brené Brown, 2021. 

Visiting the Archives 
“What we really are able to do together about youth depends upon people. And what we find… 
and how we find to work together, not upon just space. And so with recreation and arts and crafts 
and with older people and with people with all kinds of interests and hopes and gifts and 
encumbrances in their life, how we are able as community to deal with it… this is the task we 
have ahead if we really make Columbia an effective place for the growth of people.” 

-Transcription of Town Meeting, 1967, page 9 (RGI JWR Papers-S3-b13-f Columbia
Association, 1967-1968)

AGENDA ITEM 8(b)
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Last Month at CA: 
§ Customer Care Team (CMSC) has managed a very large surge in customer inquiries and communications, averaging over 

300 customer interactions (phone and email) per business day.

§ Open Space initiated a climate vulnerability assessment (CVA) to determine future risks posed by climate change on CA’s 
assets and community, and to identify possible mitigation strategies for planning purposes.

§ Sport and Fitness saw 855 new memberships sold as compared to a 5-year (FY16-20) average of 560 and opened 15 
outdoor pools, which saw over 6,800 visits the first nice weather weekend.

§ Finance worked collaboratively on initial restructuring of the FY22 operating budget towards a more public-focused 
presentation with the assistance of the Department of Open Space and Facilities Services.

§ Planning has continued to participate in Planning Advisory Committee meetings for Howard County’s General Plan Update 
and the ongoing New Town design charrettes.

§ Human Resources hosted training meetings to give managers tools to engage with employees for performance feedback 
sessions focused on gratitude of service during pandemic and performance strengths.

§ IT upgraded the physical equipment of our computer data storage at our data center with no
downtime for users.

Next Month at CA: 
§ Mask requirements at CA facilities will be changing on June 26 to reflect CDC policy.
§ CA is partnering to host COVID-19 vaccination clinics on June 17 at Swansfield

Pool and Ice Rink on June 26, and monthly outdoor community yoga class at the
Chrysalis.

§ School Age Services and Columbia Art Center will be managing CA Camps this
summer (start June 21st).  Youth and Teen Center will reopen and resume operations
June 28th.

§ The Capital Improvements Project Team will begin the pedestrian bridge
replacement program while school is out for the summer.

§ Communications is rolling out a new website theme to replace the “Our
Commitment” messaging with a new “Summer in Columbia” theme.

§ CA is implementing 3% across the board wage increases for team members effective July 5 and 
working with external agencies to recruit for two senior leadership positions to ensure a wide net is 
cast to capture diverse and highly-qualified candidates.

§ IT team is shifting to project delivery life cycle document management and sharing with the Senior 
Leadership Team for their information and assistance in setting priorities, schedules, and 
expectations.
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CA Departments’ Points of Pride: 
§ As we near the next major transition of operating with COVID-19, everyone should know the effort, energy and commitment 

the team has shown over the last year to deliver a quality experience to our community while dealing with the personal and 
professional burdens that pandemic has brought on us all. This Sport and Fitness team has been nothing short of amazing.

§ The significantly downsized School Age Services team that worked during pandemic were able to execute a successful virtual/
hybrid program under the extreme and uncertain circumstances we all faced. SAS is also in the process of registration for the 
upcoming 2021/22 school year, with all 20 programs scheduled to reopen with HCPSS returning to full in-person instruction.

§ Open Space is expanding opportunities for residents to participate in the enhancement of open space and a new website 
landing page is in place.

§ The Customer Care Team (CMSC) is doing incredible work in the midst of a surge in interest, sales and general inquiries, and 
in particular, a large volume of people coming off freeze status. They represent the organization with such professionalism, 
whether dealing with the best of our community or the sometimes challenging interactions. At the same time, they continue to 
innovate and manage critical database projects, billing, collections, and account cleanup.

§ Gratitude CA staff showed when the HR Operations and Learning & Development teams went out
in the field and on-site at facilities to help kick off the much anticipated Summer ‘21 Summer
Season by acknowledging the staff with treats.

§ All full time and part time Accounting team members have really stepped up in managing
significant processes and projects over the summer with less staff resources than previous years
and to ensure that we do not experience any “hiccups” in the financial year-end and audit
process.

§ Our IT team has kept all current applications and services functioning as
intended, AND added some structure and discipline around project delivery, even
while the CIO has been out on extended leave.




