
 
The agency adopted an initial Americans with Disabilities Act (ADA) Transition Plan in 2017. That 
document was expanded upon with an ADA Transition Plan Update and Supplement published in July of 
2019. Additionally, in 2019 an ADA Title II Transition Master Plan was published to outline the cost for 
implementation of the plan.  
 
All these items are reviewed and approved by the City’s ADA Coordinator each month as identified in the 
attached Transition Plan Memo and updates are presented annually to Department leadership in the Annual 
Meeting. See attached meeting agenda, sign-in and presentation.  
 
These periodic reviews show results towards accomplishing the ADA Transition Plan including the 
construction of needed accessible pathways at Merrick Park.  An addition to the Transition Plan is added 
via a new site audit report for a new facility added, the Country Club.   
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-  MEMORANDUM - 
   

TO: Fred Couceyro 
Community Recreation Director  
  

DATE:    May 31, 2023 

FROM: Raquel Elejabarrieta 
Human Resources Director/ 
Chief DEI&A Officer  

SUBJECT: ADA Transition Plan  
 

 
 
In December of 2017, the City developed its Transition Plan. The Transition Plan was approved 
and reviewed by the City Manager and the City's ADA Coordinator. The City's Transition Plan 
was developed in accordance with Title II of the ADA, Chapter 11 of the Florida Building 
Code, and related laws. The City evaluated its physical facilities and their adjacent public right 
of ways to identify the modifications necessary to meet the applicable accessibility 
requirements and developed a plan and schedule for making the required modifications. The 
City also engages in the continual evaluation of its policies and procedures to identify any actual 
and potential barriers to participation in the City's activities, programs, and services by 
individuals with disabilities and to identify opportunities for the City to be proactive in 
promoting inclusion and accessibility for individuals with disabilities. The Transition Plan is 
intended to be a fluid document that will adjust as the City's self-evaluation process is still in 
progress.   
 
The Transition Plan is updated periodically to ensure the ongoing needs of the City continue to 
be met.  Currently, the City is in the process of updating the Transition Plan to include the 
public right of ways and public parking spaces within the City of Coral Gables Central Business 
District, which encompasses 19 blocks of Downtown Coral Gables including Miracle Mile and 
Giralda Plaza. 
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City of Coral Gables - Community Recreation  
All Full Time Staff - Annual Meeting Agenda 

Wednesday, December 7, 2022 from 8:00 a.m. to 1:00 p.m. 

Time: Topic: Speaker: 

8:00 a.m. Breakfast sponsored by Commissioner Kirk Menendez Kirk 
8:30 a.m. Welcome & team building ice breaker  Fred/Carolina 
9:00 a.m. Community Recreation Business Plan & Recreation Programming Plan Summary: 

• Department Executive Summary & History - Fred 
• Department Mission, Vision, Values & Goals - Mitch 
• City & Department Organizational Structure - Fred 
• Department Core Programs, Services & Facilities - Mitch 
• Marketing Analysis: Segregation, Service Area, Competition & Trends - 

Fred 
• Department Operations Analysis: Expenses & Revenues, Operating 

Standards, CIP Needs and Strategic Plan - Carolina 
• Department Implementation Strategies: Marketing, Branding, Pricing 

Strategies & Organizational Needs – Mitch 

All 

10:00 a.m. Break  NA 
10:15 a.m. The Power of Positive Leadership workshop Carolina 

11:30 a.m. Policies & Procedures, Employee Handbooks, Personnel Involvement  
City Safety Manual / General Security Plan / Risk Management Plan / Vehicle 
Safety / Playground Safety / Golf & Maintenance Safety / Emergency Procedures 
& Contact Flowchart / Workers Compensation 

Mitch 

11:50 a.m. Community Recreation Master Plan Update, ADA Transition Plan Update, 
Records Disaster Mitigation and Recovery Plan Update & Future Planning 

Carolina 

12:00 noon Presentation: New RecTrac WebTrac Customer View Sarah 
12:10 p.m. In-Service Trainings - Law Enforcement / Active Shooter Carolina 
12:20 p.m. Customer Service Standards & Training  Carolina 
12:25 p.m. Work Environment & Ethics Training 

• Sexual Harassment  
• Gift Policy 
• Honor Code 

Mitch 

12:30 p.m.  Lunch & Announcements  All 
1:00 p.m. Annual Picture, Feedback, Q&A & Closing All 



Annual Meeting Sign-In: Wednesday, December 7, 2022

Aibritton, Frank

____________________________________

Anderson, Katheri

Butler, John

Centurion, Art

__________________________________

Correa, Yonas ,/

Couceyro, Fred__________________________________

Espino, Sa9h

Garcia, Valentin

_____________________________
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_____________________________
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Gomez, Robert
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Hall, Troy Lj
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Jacques, Jean
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Rodriguez, Farah
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Rodriguez, Yanessa ,—

Sanchez, Daniel
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Sliva, Maria-Lorena
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Vilar, Jose
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VISION STATEMENT:

“Enhancing your l(festyle by making leisure our passion.

MISSION STATEMENT:

“To enrich the quality ofl’frfor residents andguests through inclusive recreational
opportunities,facilIties, services, and events that create memorable life experiences.”

VALUES:

L eadership through dedication andpassion

F njoymentc”frn

J ntegrity

Sfrty
TJ nitedfamily

ecreationfor all

E nvIronmentallv conscious For additional informat
email us atparks@coralgables.c
or visit wwwgablesrecrea flon. c



COMMUNITY RECREATION
-— - — —— -

GOALS AND OBJECTIVES

Customer Focused Excellence
Provide leisure opportunities innovatively that elevate
the customer experience while preserving our history.

Vvorkforce Excellence
Empowering leisure professionals with the tools

and guidance to provide excellent services.

Financial Excellence
Utilizing financial resources efficiently and ensuring sustainable

cost recovery through responsible processes.

Process Excellence
To ensure efficient and consistent processes by optimizing business practices

CommunIty-focused Excellence
Align with our Community’s expectations by
providing world-class facilities and services.

Sustainablilty-focused Excellence
Protect and preserve the changing environment by identifying

efficient, innovative and sustainable practices.

CORAL
GABLES®
THE CITY BEAUTIFUL



, Community Recreation Director
COMMUNITY RECREATION Fred Couceyro

DEPARTMENT ORGANIZATION CIIART
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RECREATIONAL BENEFITS FOR CITY EMPLOYEES

Employee, spouse and immediate family members seventeen
(17) years of age and under are entitled to the benefits below:
• Venetian Pool - No charge for daily admission.
• Tennis Centers - No charge for daily court fees
• Youth Center - 50% OFF residential rates for memberships

and 50% OFF camps and other programs.

Golf at Biltmore & Granada (Cart fees apply at all times):
• Monday thru Friday - No charge
• Saturday, Sunday and Holidays - Before Noon - Twilight fees apply

- After Noon - No charge

Employee, spouse and immediate family members seventeen
(17) years of age and under are entitled to the benefits below:

Venetian Pool - No charge for daily admission.
• Tennis Centers - No charge for daily court fees
• Youth Center - 50% OFF residential rates for memberships

and 25% OFF camps and other programs.

Golf at Biltmore & Granada (Cart fees apply at all times):
• Monday thru Friday - No charge
• Saturday, Sunday and Holidays - Before Noon - Twilight fees apply

- After Noon - No charge

Teamster Employee
General Employees
Union Employees

Confidential Employees
Elected Officials

Excluded
Non-Union Employees

IAFF (Local 1210) Employees
Firefighters

FOP (Lodge 7 Employees)
Police Officers

Part-Time Professional Employee is entitled to the benefits below:
Employees (Non Seasonal) • Youth Center - 50% OFF residential rates for fitness memberships.

Retired Employee is entitled to the benefits below:
• Venetian Pool - No charge for daily admission.

Retired Employees Golf at Biltmore & Granada (Cart fees apply at all times):
• Monday thru Friday - No charge
• Saturday, Sunday and Holidays - Before Noon - Twilight fees apply

- After Noon - No charge

Board/Committee Member is entitled to the benefits below:
• Venetian Pool - No charge for daily admission.
• Tennis Centers - No charge for daily court fees

Board/Committee Member Golf at Biltmore & Granada (Cart fees apply at all times):
• Monday thru Friday - No charge
• Saturday, Sunday and Holidays - Before Noon - Twilight fees apply

- After Noon - No charge



City of Coral Gables 
Community Recreation

Annual Strategic Meeting
December 2022



AGENDA FOR THE DAY:
• Loyalty Recognition & Opening Remarks

• Department Accomplishments & Announcements

• Review Community Recreation Business Plan

• Positive Leadership Workshop

• Policies & Procedures / Personnel Involvement

• Master Plan Update & Future Planning

• Customer Facing WebTrac Review

• Law Enforcement Training

• Customer Service Training

• Work Environment: Ethics, Sexual Harassment & Gift Policy

Community Recreation Department  | www.CoralGables.com  |  Parks@CoralGables.com | @CoralGablesParks



Katherine Anderson 
For 5 Years of Service



Valentin Garcia
For 5 Years of Service



Troy Hall
For 5 Years of Service



Roderick Warren
For 5 Years of Service



Robert Gomez
For 15 Years of Service



Carolina Vester
For 15 Years of Service



Mark Knight
For 25 Years of Service
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FISCAL YEAR 2022 ACCOMPLISHMENTS:

Continued the development of the Special Populations Initiative 
with inclusion services provided to participants. 

This year, Department staff created new programs, innovations 
and initiatives such as Camp Wild: an inclusive wilderness 
educational program for teens and My Squad Social Club: a club 
for adults with intellectual disabilities and autism. 
The Department also moved to rename the initiative from Special 
Populations to Diversity, Equity and Inclusion in order to properly 
detail the mission.
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FISCAL YEAR 2022 ACCOMPLISHMENTS:

Developed service innovations and resource additions that increased 
customer service, cost savings and quality of life goals including: 

Use of digital applications to enhance programming such as ProCare 
for the afterschool program and Sling for scheduling of staff, 
integration of several services to reduce chemical and water usage on 
the golf course and parks including organic bio-stimulants on the 
golf course, irrigation upgrades of the golf course and conversion to 
different sods at three neighborhood parks. 
Introduced a satellite Golden Passport Office at the Adult Activity 
Center and introduced online tickets sales for admission at Venetian 
Pool.
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FISCAL YEAR 2022 ACCOMPLISHMENTS:

Implemented several program innovations that brought an ever-
increasing diversity to the Department program profile. 

These included Mini Kickers Soccer, Girls Youth Basketball Clinic, 
Yoga Therapy, Barre Intensity for Adults, Teen Basketball 
tournament, MS Amigos class, Arts, Crafts and Conversation class 
and Lifeguard Certification Instructors course.

The Department assumed operations of the Coral Gables Golf and 
Country Club. 

Services offered included the operation of the fitness and pool areas, 
Café operations and event venue rentals.
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FISCAL YEAR 2022 ACCOMPLISHMENTS:

The Department introduced several new event innovations to the 
community: 

The Literacy Festival which is aimed at reading and literacy to 
combat the summer slide, Welcome Back to Sports Event to 
celebrate the return of youth participants to the Youth Center sports 
programs, The Halloween Pumpkin Float Event at the Venetian Pool, 
collaboration with Bikewalk Coral Gables for Cycle Day and Bike 
and BBQ event, Movies at the Gables Art Cinema series, and the 
introduction of a new Harvest Market.
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FISCAL YEAR 2022 ACCOMPLISHMENTS:
The Community Recreation Department received several accolades and recognitions: 

• Venetian Pool was awarded the Jeff Ellis and Associates Platinum Award.
• Director Fred Couceyro appointed Florida Recreation and Parks Association 

(FRPA) Vice President of Finance.
• Assistant Director Carolina Vester selected as instructor for FRPA Abrahams 

Management Program.
• Supervisors Mitch Zuriarrain and Katherine Anderson graduated from FRPA 

Abrahams Management Program.
• Administrative Assistant Sarah Espino , Supervisor Carlos Pichardo and Asst. 

Supervisor Yanessa Rodriguez completed the FRPA Emerging Leaders program.
• Troy Hall, Mark Knight and Mitch Zuriarrain were named Employees of the 

Month for the City.
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FISCAL YEAR 2022 ACCOMPLISHMENTS:

Assisted in the development and renovation of parks and facilities 
including: 
• Salvadore Playground Expansion.
• Salvadore Playground Replacement.
• Lamar Loiuse Curry Park.
• Pierce Park.
• Kerdyk Park Fitness Trail Renovation.



Team Building
Activity



DO YOU REMEMBER OUR
WHY STATEMENT?

Why do we come to work to do what we do each day?

“To enhance daily life so that we can inspire 

a sense of community”

Community Recreation Department  | www.CoralGables.com  |  Parks@CoralGables.com | @CoralGablesParks



List your proudest personal 
professional achievement while 

having worked for the City.

3“P”Achievement



As a group select one achievement 
to that you think had the biggest 

impact to the community we serve.

Achievements



2022 BUSINESS PLAN & 
DEPARTMENT REVIEW

City of Coral Gables 
Community Recreation



Executive Summary



EXECUTIVE SUMMARY
The Department manages, maintains and operates a combination of 64 
facilities, neighborhood parks and open spaces. 
This year we grew by two! Any guesses?
Facilities Include:

• Adult Activity Center
• Coral Gables Golf & Country Club

• Granada Tennis Center
• Granada Golf Course 

• My Squad Lodge
• Salvadore Tennis Center
• Venetian Pool
• War Memorial Youth Center
• William H. Kerdyk Biltmore Tennis Center



EXECUTIVE SUMMARY

The Department consists of 8 Divisions
• 6000 – Administration
• 6010 – Tennis
• 6020 – Aquatics
• 6030 – Coral Gables Golf & Country Club
• 6050 – Youth Center
• 6060 – Adult Services
• 6065 – Special Events
• 6070 – Golf Course and Parks Maintenance



EXECUTIVE SUMMARY

The Department is also responsible for:
• Permitting of special events and film permits.
• Coordination of special events.
• Development and implementation of programs for 

cultural and recreational activities.
• Principles of inclusion to allow for accessibility.
• Identifying geographical deficiencies in levels of 

service for walkable parks.
• Coordination of capital improvements and land 

acquisitions. 



Business Identification



DEPARTMENT HISTORY
It all started with the War Memorial Youth Center
• In 1944 the War Memorial Association raised $75,000 to 

honor the youth who served in World War II with 
founding a youth recreation center.

• A site of 48 lots on Andalusia Avenue was purchased and 
the first center opened on December 7, 1945, Pearl 
Harbor Day. 

• In 1956 the Center was turned over to the City. 
• The Association included a reverter clause that if the 

City of Coral Gables ever discontinued use of the 
property as a youth center, the entire parcel would 
revert to the Association.  



DEPARTMENT HISTORY
• In March of 1974, the City of Coral Gables 

implemented a new ordinance which would combine 
several different departments as divisions under a 
single department.  

• The new department came to be known as the City of 
Coral Gables’ Parks & Recreation Department.

• In 2018 the Department was renamed to Community 
Recreation Department.



MISSION, VISION, 
VALUES & GOALS

MISSION:
To enrich the quality of life for residents and guests through 
inclusive recreational opportunities, facilities, services, and 
events that create memorable life experiences.
VISION:
Enhancing your lifestyle by making leisure our passion.



MISSION, VISION, 
VALUES & GOALS

VALUES:
• Leadership through dedication 

and passion
• Enjoyment & fun
• Integrity
• Safety
• United family
• Recreation for all
• Environmentally conscious



FOCUS AREAS
& GOALS

• Customer Focused Excellence: Provide leisure opportunities 
innovatively that elevate the customer experience while 
preserving our history.

• Workforce Excellence: Empowering leisure professionals 
with the tools and guidance to provide excellent services.

• Financial Excellence: Utilizing financial resources efficiently 
and ensuring sustainable cost recovery through responsible 
processes. 

• Process Excellence: To ensure efficient and consistent 
processes by optimizing business practices.

• Community-focused Excellence: Align with our 
Community’s expectations by providing world-class facilities 
and services.

• Sustainability-focused Excellence: Protect and preserve the 
changing environment by identifying efficient, innovative and 
sustainable practices.  
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Trivia 
Question #1

HOW MANY DIVISIONS ARE
THERE IN COMMUNITY

RECREATION?



Correct Answer 
to Question #1

EIGHT DIVISIONS



Core Programs, 
Services & Facilities



Park
Facility 

Stewards

Capital 
Improvements Internships

Administration – Division 6000

Marketing

Land
Acquisition

Transition 
Support

CAPRA
Accredited 

Events

My 
Squad

RecTrac

Diversity
Equity

Inclusion

Adventure 
Day for 

All



Ladies 
Teams

Social 
Play

Varsity 
Clinics

Tennis– Division 6010

Private 
Lessons

My First 
Tennis 
Camps

League 
Play

Camps

Tournaments

High 
Performance 
Instruction

Adult 
Beginners 

Clinics

Doubles 
Drills

Junior 
Varsity 
Clinics



Romance 
Under the 

Stars

Fun in the 
Sun Camp

Swim 
Lessons

Aquatics Venetian Pool– Division 6020

Public 
Swim 
Entry

Historic 
Landmark

Pumpkin 
Float

Jr Lifeguard
Camp

Lifeguard 
Classes

Water 
Safety 

Instructor 
Classes

Pool 
Membership

Guard 
Start

Paws in 
the Pool



Athletic 
Club

Golf 
Tournaments

Membership

Coral Gables Golf & Country Club – Division 6030

Public 
Greens 
Fees

Neighborhood 
Tennis

LeParc
Cafe

Kids 
Club

Special 
Events

Venue 
Rentals

Camps

Exercise 
Classes

Junior 
Olympic 

Sized Pool



Fitness 
Membership 

& Classes

Haunted 
House

Bricks for 
Kidz STEM

Youth Center– Division 6050

Leagues

Dance

Gymnastics

Camps

Club Play 
Aftercare

Youth 
Sports

Theater 
Productions

Teen 
Program

Special 
Events



Aqua 
Zumba

Salsa

Total 
Body

Adult Activity Center– Division 6060



Big Toy

Farmers 
Market

Literacy 
Festival

Eggstreme
Egg Hunt

Special Events & Permits– Division 6065

Permits
Holiday 

Tree 
Lighting

Memorial 
Day 

Celebration

Holiday 
Park

4th of 
July

Movies 
under the 
Gables 

Moonlight

Pumpkin 
Patch

Hot 
Chocolate 
with Santa



5 Minute 
Break



Trivia 
Question #2

WHAT IS THE CITY'S VISION
STATEMENT? 



Correct Answer 
to Question #2

“A WORLD-CLASS CITY

WITH A HOMETOWN FEEL” 



Marketing Analysis
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• Coral Gables serves a population of approximately 50,999 based on 
the 2020 estimate.  

• The Department serves over 12,000 registered participants each year.  
This does not include one-time transactional customers and visitors.

MARKET SEGREGATION
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• The City of Coral Gables Community Recreation Department provides priority 
access to City of Coral Gables residents through early registration opportunities 
and reduced resident fees.  

• Approximately 53% of its registered customer base are Coral Gables Residents.  
• Approximately 47% are non-residents, and include Miami-Dade County 

residents and other national and international visitors.

SERVICE AREA
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• Geographically, the City of Coral Gables predominantly competes for land and 
space with Miami Dade County parks and neighboring parks in cities such as:

• West Miami
• South Miami
• Pinecrest
• Coconut Grove

• Property values in the City are extremely high and new parcels of land are 
difficult to acquire.

• Due to lack of space, we compete with the County’s large playgrounds, natural 
parks & trails, waterparks, dog parks and etc. 

COMPETITION
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• The 2017 transactional key requirements survey based on 278 respondents 
identified that the four most important aspects for participants in selecting to 
participate in City programs and activities are: 

• Location
• Safe Facilities
• Instructor to Student Ratio 
• Friendly Staff

• As part of the survey, 98.56% of participants felt that the City programs met 
their family’s expectations.

COMPETITION
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• The Community Recreation Department annually reviews the needs of the 
community and tasks each Division to identify a local, national and international 
trend in their industry to ensure that programming stays relevant.  

• In addition, an evaluation is conducted by staff following each program to 
review participant attendance and satisfaction.

TRENDS
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• The largest industry trend continues to be that of 
technology, and the customer demand for making 
the registration process accessible on the go and as 
simple as possible.  

• In 2018 the Community Recreation Department 
migrated from a legacy recreation software to a 
hosted recreation software that allows participants 
to register and pay for services remotely.

TRENDS



Trivia 
Question #3

WHAT IS THE FULL NAME OF
THE FOUNDER OF CORAL

GABLES?



Correct Answer 
to Question #3

GEORGE EDGAR MERRICK



Operations Analysis
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• The Community Recreation budget differs from other City Department 
budgets because many of the expenditure accounts are revenue driven.  

• Venetian Pool and Coral Gables Golf and Country club are examples of an 
Enterprise Fund.

• Enterprise Funds - are self funded/sustainable and may drive a small profit.  
• Cost recovery is an important aspect within the Department
• Those Divisions with lower or no cost recovery focus on the quality-of-life 

aspect by providing necessary community services. 
Example: Parks Maintenance

SUMMARY OF EXPENSES
AND REVENUES
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• The revenues collected by the Community Recreation Department account 
for a total of 4% ($8,590,500) of revenues collected by the City of Coral 
Gables. (Up 1.5% from last year)

SUMMARY OF EXPENSES
AND REVENUES
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• The cost of the Department’s core services greatly depend on:
• Salaries for both full and part time personnel & associated benefit costs.
• General operating expenses 
• Capital outlay for equipment additions or replacement 

• The Department measures the head count of full time and part time personnel 
as they are an essential component and the driving force behind all 
recreational programs and initiatives.

COST OF CORE SERVICES
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• The Community Recreation Department adheres to several operating 
standards: 

• City’s Employee Rules & Guidelines
• Labor Agreements
• Administrative and Divisions Specific Policies & Procedures 
• City Code – Find on Municode
• City Ordinances
• Any other City, State, or Federal Laws 
• The Department has various employee manuals for each position.  
• Each division has their own set of additional operating standards that 

govern their specific scope of work or facility type.

OPERATING STANDARDS
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• The Community Recreation Department maintains an inventory of:
• All facilities and neighborhood parks 
• Asset inventory of equipment valued over $1,000 
• The Community Recreation Department also maintains Level of Service 

(LOS) inventory maps to measure the walkable parks and greenspaces in 
the City and identify the deficient areas in need of additional land 
acquisition.

OPERATING STANDARDS
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• Each fiscal year the Community Recreation 
Department makes its requests to the 
Commission, City Manager and Budget staff 
with the requests and identified needs for new 
land and park acquisitions or new park and 
facility developments on existing land.  

• What is unique to the Capital Improvements 
Plan for this Department is the 5-Year funding 
matrix for existing park and facility 
infrastructure.

CAPITAL IMPROVEMENT NEEDS
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CITY OF CORAL GABLES
STRATEGIC PLAN

Mission:
To honor our history by 

providing exceptional services 
that enhance the quality of life 

for our community. 

Vision: 
A world-class city with a 

hometown feel. 



CITY OF CORAL GABLES
STRATEGIC PLAN

Values: 
Governance with integrity- making ethical and wise 
choices with guided thought and transparency 
Aesthetics - preserving and enhancing the beauty of our 
city 
Balanced - considering all interests: residents, businesses, 
and workforce; celebrating diversity; being fair and 
equitable 
Learning - inspired by our history, committed to 
excellence and innovation for our future 
Exceptional service - being accessible, accountable, and 
respectful - exceeding expectations with pride 
Sustainability- stewardship of all resources: people, 
finances, facilities, and the environment 



Trivia 
Question #4

WHAT YEAR WAS THE CITY
OF CORAL GABLES

INCORPORATED? 



Correct Answer 
to Question #4

1925



Implementation 
Strategies



MARKETING STRATEGIES

• Print Media
• Posters, Flyers, Brochures & Door 

Hangers
• Multimedia

• YouTube Channel
• Social Media

• E-NEWS & RecNews
• Facebook – various pages
• Instagram
• Twitter
• Coral Gables App

https://conta.cc/3HgFw2r




PRICING STRATEGIES

• Fee Assessment Categories
• Public Based Services - Open spaces, 

playgrounds, trails, parks and recreation 
sponsored programs that generate public 
awareness and positive public relations.

• Private Based Services - Picnic areas, 
tennis, aquatics, and parks and recreation 
sponsored activities such as pre-school 
instruction, youth programs and senior 
citizen activities.

• Merit Based Services - Facility rental, 
specialized instruction and services.



PRICING STRATEGIES

• Pricing Determinants for Cost Recovery
• Direct Costs - expenses which are incurred in 

conducting the program or operating the 
program or activity

• Fixed Costs – costs to the program which 
would be incurred regardless if the program 
or activity where to take place.

• User Fees By Type
• Member
• Resident
• Non-Resident

• 5 Year Fee Plan – 2.5% increase



ORGANIZATIONAL NEEDS
• Budget Input

• 100% Budget Adjustments
• New Need Submission Packages
• New Need CIP Packages
• Budget Cut Exercise Scenarios

• Implementation Priorities
• Commission mandates
• City Manager mandates
• Ongoing maintenance 
• Items associated with the Strategic Plan
• Community driven 
• Revenue driven



15 Minute 
Break



Positive Leadership
Workshop



Who are our 
Leaders?

Please raise your 
hand if you are in a 
leadership role in 
your respective 

facility or division.



The Power of Positive 
Leadership 

Book

https://powerofpositiveleadership.com/
https://powerofpositiveleadership.com/
https://powerofpositiveleadership.com/


Please take the next ten 
minutes to complete the 
self assessment on your 
phones.

Visit: 
https://powerofpositiveleader
ship.com/assessment/
Once you get your results, 
please forward to 
cvester@coralgables.com.



SEEK FIRST TO UNDERSTAND, 
THEN TO BE UNDERSTOOD





What traits must 
a good leader 

have to lead your 
perfect team?

(Get back into 
your groups of 8)



Share your results:



In Review
EVERYONE IS A LEADER

o No matter what your title is or what role you play in a 
company, everyone is a leader. 

o A leader just isn’t some title. 
o A leader is a role model. 
o A leader is someone who leads through the good times AND 

the not-so-good times. 
o A leader is someone who helps. 
o A leader is someone who doesn’t believe they are above the 

team. 
o A leader is someone who accepts responsibility. 
o A leader isn’t just a title you wear on a name badge. 
o Leadership is something that is earned, and you must 

constantly work at it.



What measures 
would you 

implement to 
improve 

communication with 
your team?



Share your results:



In Review
COMMUNICATION IS EVERYTHING

o Where do most problems arise from? A lack of 
communication. When there is a void in communication, 
negativity will fill it.

o Most companies struggle when communication isn’t clear or 
when expectations aren’t set.

o The best leaders have an open-door policy where the people 
that report to them can come and talk and feel appreciated 
and listened to.

o If you just shut your door, don’t take feedback, and always 
micromanage, your team won’t buy-in.

o Make communication a priority and your organization will 
thrive.



What step would you 
take to become a 

more positive 
leader?



Share your results:



In Review
POSITIVE MUST OUTWEIGH 

NEGATIVE

o Ever been in a situation where you didn’t feel comfortable 
talking to your boss or felt like you were walking on eggshells?

o If that is the culture in your organization, it is not healthy and 
sustainable.

o Positivity isn’t just a “made up, rah-rah” thing. That isn’t 
genuine. Positivity is something that you must work on 
constantly like a muscle.

Here are two rules to institute:
o Mindless complaining. It is not acceptable and you must let 

them know that expectation.
o Be a Problem Solver! Every organization has problems but flip 

the switch to thinking more of it as an opportunity. Every 
problem that someone brings, make sure they come with a 
solution.



What do you want 
out of your job?



Share your results:



In Review
Have Grit

o Know what you want and why. That’s why vision is so 
important. When you know your why you wont let obstacles 
get in your way.

o You need to love it. If you don’t love it, you will never be great 
at it. And if you love what you do, you won't quit when the 
world says you should.

o Embrace failure. You will fail along the way…accept that but 
don’t allow the failure to define you or stop you. 

o Keep doing things the right way…don’t stray from the path. 
Results often take time so keep going and trust the process.

o Ignore the critics and just keep doing the work. Positive 
leaders don’t lead in a sea  of positivity, but through storms of 
adversity and negativity. Don’t let praise go to your head and 
don’t let the critics into your head.



Let’s Talk About 
Leadership 
Expectations and 
Self-Accountability



SEEK FIRST TO UNDERSTAND, 
THEN TO BE UNDERSTOOD

o Be an active listener.
o Ask questions that build your knowledge versus that 

highlight your knowledge. 
o Always have a “devil’s advocate” for the sake of considering 

other perspectives, even if you have to do it yourself.
o Understand the history and the backstory.
o Recognize the impact of precedent.
o Do not succumb to “paralysis through analysis.”  Make the 

best decisions in the timeliest manner.
o Commit to hearing, or to telling a tough and painful truth 

over giving or receiving a comforting mistruth as a way to 
avoid conflict or misfortune.



BUILD & MAINTAIN 
RELATIONSHIPS

o Do not take it personal, even when the attack is.  
o Always take the high road. Always!
o Seek out opportunities to communicate and dialogue for 

the sake of the relationship, not because there is an issue to 
resolve.



LEAD BY EXAMPLE

o Spend time in the field to learn from your staff and put forth 
the effort you expect from them.

o Take ownership of problems and responsibility for finding 
solutions.

o Follow-through and follow-up.  Do what needs to be done, 
and let others know when it is done.

o Regularly visit areas where services are provided to better 
understand the challenges and opportunities for staff and 
customers.  

o Be visible, approachable, and engaged.
o Be emotionally intelligent, patient, and calm under 

pressure.
o Pay attention to little things and recognize their impact.



TRUST BUT VERIFY

o People do what you inspect, not what you expect.  Be 
certain your expectations align with your actions.

o Have awareness of what is being espoused by your team 
(written communications, presentations, reports, 
recommendations, etc.).  If it comes from your team, it 
comes from you.

o Distribute trust and empower staff congruent with their 
development and actual performance.



MANAGE UP

o Have an awareness of Commission and City Manager 
priorities and hot buttons; pay attention to dialogue and 
discussions that provide insight.  

o Be professionally mature and politically astute; be respectful 
and be willing to help your peer departments.

o Ask for help if you need it.  Do not let your fear of not 
knowing drive you to failure.

o No surprises!  Sitting on bad news does not make it good 
news. 

o Be assertive in managing issues at the earliest stage; do not 
let issues balloon.

o Do not be afraid to say “no” or “not right now” if you cannot 
accommodate a request.



IMPLEMENT CHANGE WHEN 
NEEDED

o Be willing to do things differently; do not subscribe to 
sacred cows (even if they belong to you).

o Engage employees and stakeholders in the design and 
implementation of changes.  People closest to the issue 
must be involved in the solution, but you own the decision-
making authority.

o Take time to evaluate the diversity aspects of every 
function, service, and decision.



DEMONSTRATE AUTHENTIC 
DETERMINATION AND FOCUS

o Spend time in the field assessing and evaluating the services 
and facilities provided by the Department; what is the goal 
and what is the gap?

o Stay hungry to learn and grow; pursue opportunities to visit 
other agencies and learn from your peers.

o Make it a priority to formulate your own opinions, without 
the biases and influence of others.



Policies & Procedures



POLICIES & PROCEDURES

• Do we have them?
• What are they?
• Where can you find them?

• www.coralgables.com
• City of Coral Gables Personnel Rules & 

Regulations – Human Resources
• Department Policies & Handbooks: Parks Drive

http://www.coralgables.com/
http://sharepoint/Intranet/HRIntranet/Personnel%20Rules%20and%20Regulations/Forms/AllItems.aspx
http://sharepoint/Intranet/HRIntranet/Personnel%20Rules%20and%20Regulations/Forms/AllItems.aspx


PERSONNEL
INVOLVEMENT & INPUT

• Administration will provide opportunities for staff to 
provide input on all matters pertaining to Parks and 
Community Recreation Operations.  These opportunities 
will occur at a minimum in these instances:

• Annual Meeting
• Annual Leadership Retreat
• Leadership Workshops
• Monthly Supervisor Meetings
• Division Specific Monthly Part-Time In-Service Trainings
• One-On-One Meetings
• On-going Development Conversations



PERSONNEL
INVOLVEMENT & INPUT

• Budget Recommendations:  Staff will have opportunities to 
submit budget recommendations through the Eden Decision 
Package process.  Each staff will have the opportunity to 
provide new budget requests to their immediate Supervisor.  
The Supervisor will then input the request into the Eden 
system with the assistance of the Administration.

• Each request must include:
• The justification for the request
• The amount of funding needed
• Anticipated revenue 
• Related costs (including benefits, FICA for staff additions)
• Duration of needed funds



Master Plans 
& Future Planning



COMMUNITY RECREATION
AND WAR MEMORIAL YOUTH

CENTER MASTER PLAN
UPDATES

City of Coral Gables 
Community Recreation



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

COMMUNITY RECREATION MASTER PLAN
QUICK REVIEW

• The Community Recreation Master Plan and the War 
Memorial Youth Center Master Plan were adopted by the 
City Commission on September 28, 2021. 
coralgables.com/communityrecreationmasterplan

• The purpose of the plan is to provide staff with a roadmap of 
project priorities for its facilities, parks and open spaces for 
the next 10 – 15 years.

• A sunshine meeting was held on Thursday, Feb. 24, 2022, to 
discuss the phasing and funding of the plan using a 
referendum option through general obligation bonds. 

• Currently funding is contingent upon CIP budget funds and 
impact fees until future discussion can be held to discuss 
additional funding opportunities.

https://www.coralgables.com/communityrecreationmasterplan


Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

COMMUNITY RECREATION MASTER PLAN
LEVEL OF SERVICE

 Acreage: 5.24 Acres /1,000 residents.

 260 acres of City-managed parks, 49,700 residents.

 Facilities: Coral Gables has a surplus of basketball courts, tennis 
courts, and soccer fields when compared to SCORP LOS figures. 

 Access to neighborhood parks is experiencing gaps in the southern 
part of the City but is balanced by larger preserves and greenspace 
not available in the northern, more urban areas.

 Every home should be within a 10-minute walk of a meaningful 
open space.

10-minute walk
20-minute walk



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

COMMUNITY RECREATION MASTER PLAN
EXISTING RATINGS

 High level of maintenance.
 Most sites clean and free of litter, with a feeling of perceived 

safety.
 Parks make a good impression. 
 Most parks and facilities provide a high level of comfort.

SUCCESSES

OPPORTUNITIES
 Enhance neighborhood access.
 Wayfinding and signage standards.
 Consistent application of design standards.
 Improvement in environmental sustainability, awareness, and 

education.
 Light touches and refreshments for functionality and comfort.
 Many improvements currently completed or underway!



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

COMMUNITY RECREATION MASTER PLAN
NEEDS & PRIORITIES SUMMARY

 Maintain and enhance existing parks and facilities.

 Improve safety and security in parks and nearby areas.

 Provide new walking and biking trails.

 Improve communication between the parks and recreation 
department and the community.

 Promote equitable access to parks through enhanced 
connectivity and walkability.

 WMYC

 Expand athletics and program offerings.

 Increase participation capacity.

 Improve access to the center.



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

COMMUNITY RECREATION MASTER PLAN
VISION SUBSYSTEMS

 The Vision for the CRMP is build around a 
set of five subsystems that were 
established to help guide the development 
of the parks and facilities across the 
system.

 The guiding principles and vision 
recommendations for each of these 
subsystems are intended to guide the parks 
and recreation system over the next 10 
years.



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

COMMUNITY RECREATION MASTER PLAN
FUNDING AND PHASING – WHY?

• While parks and recreational activities 
have always been viewed as “quality of 
life”, current conditions have brought 
forth the importance of parks and 
facilities as a vital component for health 
and well-being.  

• Whether it is for physical health from 
exercise and athletics or mental health 
benefits from nature and socialization, 
our parks and facilities are now more 
vital than ever.   



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

COMMUNITY RECREATION MASTER PLAN
FUNDING AND PHASING – FUTURE FUNDING OPTIONS?

• The completion of the master plan will 
require approximately $160 million 
through different funding phases.  

• The required funds are not available within 
the current City budget.  

• A bond would provide a mechanism to 
attain these funds over the implementation 
period of the master plan. 



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

COMMUNITY RECREATION MASTER PLAN – COMPLETED

COMPLETED

Salvadore 
Park

Maggiore 
Park

Lamar Louise 
Curry Park

Pierce 
Park

Catalonia 
Dog Park

Solano 
Prado



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

COMMUNITY RECREATION MASTER PLAN

DESIGN COMPLETE & COMING SOON

#1 #2 #3
Salvadore 
Dog Run

Venetian 
Pool

Vessel
Repairs

Venetian 
Pool
Cafe

Granada 
Pro Shop

Ponce Circle 
Park

Granada 
Diner



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

COMMUNITY RECREATION MASTER PLAN

COMING SOON

Blue Road
Open Space

Toledo & 
Alava Park

Cooper 
Park

Nellie 
B Moore

Phillips
Park

Merrick 
Park



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com
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ADA Transition Plan 
Updates



The City of Coral Gables, Florida (the “City”) welcomes individuals with 
disabilities (residents and visitors). The City is committed to complying with 
Title II of the Americans With Disabilities Act (“ADA”) and related laws, and 
to fostering the principles of inclusion for individuals with disabilities in all 
aspects of the City’s activities, programs and services and beyond.



The City’s Transition Plan is developed in accordance with Title II of the 
ADA, Chapter 11 of the Florida Building Code (“Florida Accessibility 
Code”) and related laws. The City has evaluated its physical facilities and 
their adjacent public rights-of-way to identify the modifications necessary to 
meet the applicable accessibility requirements



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

ADA TRANSITION PLAN UPDATES

ADA Department Improvement Projects:

• Merrick Park ADA Walkway and 
furnishings.

• Coral Gables Golf & Country Club 
ADA site audit and respective 
improvements.

• Pierce Park renovation to include 
ADA entrances, walkways and 
furnishings.



Records Disaster Mitigation and 
Recovery Plan Update



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

RECORDS DISASTER MITIGATION AND RECOVERY PLAN

• Emergency Management Hurricane Plan:

• Updated Critical Incident Staffing Chart



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

RECORDS DISASTER MITIGATION AND RECOVERY PLAN

• CGIT Business Continuity Plan:

• Revised in 2022 by IT Department



Trivia 
Question #5

WHAT TWO LIFE ALTERING
EVENTS BROUGHT ON THE

DECLINE OF GEORGE
MERRICK AND THE

BANKRUPTCY OF CORAL
GABLES?



Correct Answer 
to Question #5

THE GREAT DEPRESSION & 

THE HURRICANE OF 1935



RecTrac
Registration 
Software



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

RECTRAC SOFTWARE

• PlayGables WebTrac splash page 
login

www.playgables.com

• Country Club WebTrac splash 
page login

www.clubgables.com

http://www.playgables.com/
http://www.playgables.com/
http://www.clubgables.com/
http://www.clubgables.com/


In-Service Training



ANNUAL IN-SERVICE
TRAINING REVIEW

• Law Enforcement & Active Shooter Training
• Emergency Procedures
• Safety Training Handbooks
• Customer Service Training
• Maintenance Standards
• Positive Work Environment & Ethics



LAW ENFORCEMENT
TRAINING
• DEPARTMENT & FACILITY SAFETY PLANS

• Know your Facility Safety Plans
• FACILITY BUILDING PLANS

• Know your entry points – limit to a single point of entry
• Know your emergency exits for evacuation & fire drills

• MONITOR ENTRY & EXIT POINTS
• Keep doors looked from exterior access

• CAMERA SURVEILLANCE
• All public areas should be monitored, including fields and 

parking lots.
• INTERCOM COMMUNICATION SYSTEMS

• All facilities should be equipped with an intercom button as 
well as a landline phone to alert the administrative office 
and/or police department of any critical incident.



LAW ENFORCEMENT
TRAINING

• EMERGENCY NOTIFICATION SYSTEM
• All facilities should have an emergency notification 

system to effectively communicate with parents/patrons 
in the event of a critical incident. 

• This will be used to keep parents updated on relevant and 
important information.

• Aftercare example – Procare App
• IDENTIFICATION BADGES

• It is advisable that all staff and participants wear picture 
identification badges.

• They should be visible at all times.



LAW ENFORCEMENT
TRAINING

• ACTIVE SHOOTER DRILLS
• All facilities should conduct active shooter drills at least 

as often as other emergency drills, but never less than 
once a year.

• DEFIBRILLATOR AND “STOP THE BLEED” KIT(S)
• All facilities are equipped with a defibrillator and “Stop 

the Bleed” kits. These items should be placed together in 
a visible area and be available to everyone.

• All staff should be CPR certified and properly trained in 
the use of a defibrillator and “Stop the Bleed” kit(s).



LAW ENFORCEMENT
TRAINING

• ACTIVE SHOOTER
• RUN
• HIDE
• FIGHT

• Play Surviving an Active Shooter Event Video

http://www.bing.com/videos/search?q=run+hide+fight&&view=detail&mid=FC6E8698ED0465742746FC6E8698ED0465742746&&FORM=VRDGAR


LAW ENFORCEMENT TRAINING:
POTENTIAL ATTACK INDICATORS
• Individual Behavior Indicators:

• Socially isolated,
• Threats of violence against others,
• Unsolicited focus on dangerous weapons,
• Unstable emotional responses,
• Intense anger and hostility,
• Loss of significant relationships,
• Feeling either arrogant and supreme, or powerless,
• Expressions of paranoia or depression,
• Increased use of alcohol or drugs,
• Depression or withdrawal,
• Talk of suicide,
• Increased absenteeism.



LAW ENFORCEMENT TRAINING: 
POTENTIAL ATTACK INDICATORS
• Surveillance Indicators:

• Persons attempting to gain access into the facility or who are 
located in the building with no legitimate purpose,

• Persons using or carrying video/camera/observation 
equipment in or near the facility over an extended period, 

• Persons parking, standing, or loitering in the same area over 
a multiple-day period with no apparent reasonable 
explanation,

• Persons excessively inquiring about practices pertaining to 
the facility and its operations,

• Persons observed or reported to be observing facility receipts 
or deliveries,

• Threats by telephone, mail, or e-mail and/or increase in 
reports of threats from known reliable sources,

• A noted pattern of false alarms requiring a response by law 
enforcement or emergency services.



LAW ENFORCEMENT TRAINING: 
POTENTIAL ATTACK INDICATORS

• Imminent Attack Indicators:
• Reports from staff about a coworker threatening violence 

that includes specific dates/times/locations/targets,
• Suspicious persons in crowded areas wearing unusually 

bulky clothing that might conceal explosives,
• Unexpected or unfamiliar delivery trucks arriving at the 

facility,
• Unattended packages (e.g., backpacks, briefcases, boxes) 

or suspicious packages and/or letters received by mail,
• Vehicles approaching the facility at an unusually high 

speed or steering around barriers and traffic controls.



LAW ENFORCEMENT TRAINING: 
POTENTIAL ATTACK INDICATORS

• Surrounding Area Indicators:
• An increase in reporting of buildings being left 

unsecured or doors left unlocked, when they are 
normally secured and locked at all times,

• Theft or unauthorized possession of employee 
identification cards, uniforms, or security 
communications,

• Unfamiliar contract workers attempting to access 
unauthorized areas,

• Unusual or unexpected maintenance activities (e.g., road 
repairs) near the facility,

• Sudden increases in power outages designed to test the 
backup systems or recovery times.



LAW ENFORCEMENT
TRAINING

• “SEE SOMETHING, SAY SOMETHING”
• All facilities should initiate “See Something, Say 

Something” protocols for staff and patrons. The “See 
Something, Say Something” campaign benefits everyone 
by bringing suspicious behavior to the attention of law 
enforcement.

• Reporting suspicious behavior could potentially stop the 
next terrorist incident. “Even if you think your 
observation is not important, it may be a piece of a larger 
puzzle.”

• Participants are provided with parent handbooks that include 
safety protocol and prevention information so that they are 
included as part of the security team.



LAW ENFORCEMENT
TRAINING

• FIRST RESPONDER ACCESS TO THE FACILITY
• The Coral Gables Police and Fire Departments have 24-

hour access to all facilities in the event of an emergency. 
• After hours this may be accomplished with access to a 

traditional key or code via a building lock box.
• IN-TELLIGENT APP

• By downloading and registering with the In-telligent app, 
you will receive public safety alerts from the Coral 
Gables Police Department. 

• The app can be downloaded from the Apple iTunes Store 
or Google Play Store.



LAW ENFORCEMENT
TRAINING

• BASIC INCIDENT RECOVERY
• Assemble a Crisis Intervention Team (cit) and assess 

emotional needs of staff, students, facilities, and 
responders.

• Keep students, families, and the media informed.
• Return to business as quickly as possible
• Provide stress management as needed
• Restore infrastructure
• Evaluate & make recommended changes



LAW ENFORCEMENT TRAINING: 
EMERGENCY CODES



LAW ENFORCEMENT TRAINING: 
EMERGENCY CODES



LAW ENFORCEMENT TRAINING: 
P&R SAFETY HANDBOOKS

• City Safety Manual
• Risk Management Plan
• Vehicle Safety Manual
• Playground Safety Manual
• Golf Grounds & Maintenance Safety Manual
• Emergency Procedures – Guest Services, Counselors, 

Park Rangers and Lifeguards
• Emergency Contact Flowchart
• Workers Compensation 



Trivia 
Question #6

WHAT IS THE WEBSITE
ADDRESS FOR THE

COMMUNITY RECREATION
PAGE?



Correct Answer 
to Question #6

GABLESRECREATION.COM



Providing 
Exceptional 

Customer Service
10 Tools To Create An 

Exceptional Guest Experience



Service 
Matters To 
Our Guests…



Employee Investment:
Our employees are your 
business ambassadors…and 
our brand!

#1 Recruitment 
& Training



While we traditionally hire for hard 
skills…look to hire for soft skills instead.

Hire for attitude and train for skills!

#1 Recruitment 
& Training



Train, Train & Train again!

• Onboarding 

• Employee Manual 

• Ongoing Training & In-Services

• Development & Growth Opportunities

#1 Recruitment 
& Training



Breakout
Assignment:

Discuss amongst your group 
what type of soft skills you 

look for during the 
recruitment process.

#1 Recruitment 
& Training



An employee’s smile may be the most 
significant part of a transaction.

Did you know that Smiling while speaking 
can change the tone in your voice?

#2 Smile…
Back to the Basics



An initial smile may set the tone for the 
remainder of the transaction!

Plus, happy employees are proven to be 
more productive employees.

#2 Smile…
Back to the Basics



Let’s be clear: service with a smile isn’t 
forced on employees. 

It should be a natural consequence of an 
organization that understands how to 
support and empower its employees.

#2 Smile…
Back to the Basics



The key to achieving customer happiness, as 
in customers who want to do business with 
you again and again, is to focus on 
employee happiness first.

#3 Happy 
Employees = Happy 

Customers



Did you know that a happy staff improves employee 
engagement & retention!

And the longer a staff member stays the more knowledgeable 
they become of the organization and its services – resulting in 
better quality interactions with your customers.

#3 Happy 
Employees = Happy 

Customers



So what can you do to keep your employees happy?

• Provide meaning to their job

• Show your employees they are supported…from the top down

• Create a fun work environment

• Provide recognition and feedback

#3 Happy 
Employees = Happy 

Customers



When you are within ten feet of a customer you attempt to make 
eye contact and smile to greet the approaching patron. 

#4 10/5 
Greeting Rule

Popular practice in the hospitality 
& service industry.



When you are within five feet, you acknowledge them verbally with a 
“Hello,” “Good Morning/Afternoon/Evening”.

Use the customer’s name after it’s been given whenever the 
opportunity arises.

#4 10/5 
Greeting Rule

HELLO ERIC GOOD 
MORNING



#4 10/5 
Greeting Rule

10 FEET 6 FEET

Give it a try with a physical 
distancing twist:

Greeting at 10 feet
Greeting at 6 feet

Physical Distancing



Customer needs are the named and unnamed needs your customer 
has when they come into contact with your business, your 
competitors, or when they search for the solutions you provide. 

#5 Identify 
Customer 

Needs



All customers have two needs: A service and a psychological need. 

To identify the needs of your customers, solicit feedback from your 
customers at every step of your process.

#5 Identify 
Customer 

Needs



Top 6 Basic Customer Needs:

• Friendliness

• Understanding & Empathy

• Fairness

• Control

• Options & Alternatives

• Information

#5 Identify 
Customer 

Needs



Verbal communication is done through intentional and unintentional 
phrasing.

Verbal communication can be transmitted through both spoken and 
written words.

#6 Verbal & 
Non-Verbal

Communication

Verbal 
Communication



Nonverbal communication is done through intentional and 
unintentional actions.

Nonverbal communication refers to signals transmitted through 
facial expressions, posture, eye contact, gestures, tone of voice, body 
language, and other ways.

#6 Verbal & 
Non-Verbal

Communication

Nonverbal 
Communication



Breakout
Assignment:

Let’s share 
some stories in which 

unintentional actions lead to 
some disastrous outcomes? 

And how could they have been 
prevented?

#6 Verbal & 
Non-Verbal

Communication

Be mindful of your 
unintentional phrasing 
and actions.



Why approach:  Staff needs to be trained to know the rules and why 
they need to be enforced.

Patrons are more receptive to comply with a rule if you take the 
educational approach.

Most patrons will follow the rules once they are understood.

#7 Handling 
Enforcement



Enforcement should always be firm with fairness and courtesy.

Enforcement should be appropriate for the age of the patron.

#7 Handling 
Enforcement



Warnings should be given in a professional manner ending in 
“please” and “thank you”.

Refer patrons to a Supervisor, signage or documentation to increase 
understanding of rules.

#7 Handling 
Enforcement



Reactions are personal…do not take things personally!!!

Always respond and don’t react.

Professionals act professionally whether they feel like it or not.

#8 Respond…
Don’t React



How to Respond:

The main thing to learn is mindfulness and the pause.

Mindfulness means watching ourselves when something happens that might 
normally upset us or trigger some sort of emotional reaction. 

Pay close attention to how our minds react.

#8 Respond…
Don’t React



The Pause:

We don’t have to act immediately…we can pause, not act, breathe. 

Sometimes that takes a few seconds, other times it means we should 
remove ourselves politely from the situation and let ourselves cool down 
before we respond.

#8 Respond…
Don’t React



When dealing with an angry guest or customer 

always take the LEAD!

#9 Take the 
LEAD



Listen

Empathize

Apologize

Do something or Direct to someone who can

#9 Take the 
LEAD



Let’s run through a customer scenario.

#9 Take the 
LEAD



#10 The Exceptional 
Customer Service 

Model

Exceptional
Service

Be 
Respectful

I am courteous 
and friendly.

Be 
Accountable

I solve problems and 
follow through on my 

commitments.

Be 
Accessible

I am available and 
strive to be helpful.



Breakout
Assignment:

Put yourself in your guest or 
customer’s shoes. 

What is the first thing you want 
them to experience when they 
approach you or your facility 

and business?

#10 The Exceptional 
Customer Service 

Model

Accessible means being 
available and being responsive 
to guests.

Responsiveness is created 
through a positive first 
impression…. 



First impressions…your initial opportunity to impress:
• Information presented first is decisive in forming perceptions.

• The first 7 – 10 seconds are critical.

• First impressions form a lasting memory.

• Sets the tone for the entire transaction.

#10 The Exceptional 
Customer Service 

Model

HELLO!
So why are first 

impressions essential to 
your success?



And through last impressions…favorable finishes:
• Things experienced last, leave lasting impressions, so make it favorable.

• Make sure you communicate your “Thank You”.

• Pleasant parting comments.

• Calling a guest by name at end of the interaction.

#10 The Exceptional 
Customer Service 

Model

BYE!
And why are last 

impressions just as essential 
to your success?



Respectful means using engaging customer service language

that shows respect for our guests.

#10 The Exceptional 
Customer Service 

Model

Develop your Customer 
Service Model:

How can you ensure that 
you have an effective and 

respectful communications 
model in your organization?



Tips for Respectful guest communications:

Personalize the interaction:

Personalize the experience right from the start. It’s important to 
introduce yourself and address the customer by name.

Avoid negative phrases:

Avoid words such as “can’t” or “don’t”. Offer to find the solution with 
determined, positive language. 

Use positive language with a touch of empathy:

Use positive phrases such as “I can,” “I will,” and “I understand” to 
connect with guests. 

#10 The Exceptional 
Customer Service 

Model



Tips for Respectful guest communications:

Listen closely and avoid interrupting the guest:

Always welcome guests to explain their issues in full before providing 
solutions. Don’t Interrupt: Interrupting a guest implies a lack of 
respect or empathy for a problem.

Make communication clear and concise:

Guests want thorough answers, but they also value their time. 
Therefore we need to remember that one aspect of effective 
customer service communication is keeping the exchange fairly 
concise and always relevant, whether it is verbal or written. 

#10 The Exceptional 
Customer Service 

Model



Accountable means quickly solving problems and providing 

accurate information to the guests. 

Take ownership of problems and ensure satisfaction.

#10 The Exceptional 
Customer Service 

Model
What opportunities do you 

have for demonstrating 
accountability?



How to take ownership…

Follow-up within a specific time frame:

Tell the guest what to expect and ensure that they perceive it as responsive.

Delays explained before guest has to ask:

Don’t wait for the guest to inquire about timing, reach out and let them know about any 
delays in the process.

Sundown Rule:

Before the sun sets, problems/issues will be cleared up, emails and phone calls returned.

#10 The Exceptional 
Customer Service 

Model



#10 The Exceptional 
Customer Service 

Model

Exceptional
Service

Be 
Accessible

Be 
Accountable

Be 
Respectful

I am available and 
strive to be helpful.

I solve problems and 
follow through on my 

commitments.

I am courteous 
and friendly.



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

WORK ENVIRONMENT & ETHICS:

• Sexual Harassment Training
• Leave the locker room talk at home
• How to handle sexual harassment in the workplace:

• Identify unwanted behavior
• Report to a Supervisor
• Report to Human Resources

• Gift Policy
• Gifts with monetary value cannot be accepted at any time
• Alternate options: thank you letter/card or baked goods for the team/office



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com



Announcements
Annual Picture

Q&A

The End
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