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Chris Kdllal is the Executive Director at Southeastern Bap+ic;+ Youth Camp in
énf'eer\c;laur'@r Indiaha. Chris, an llinois hative, has been a camping
professional since 2001 He started off at Camp Manitoum, in llinois, serving as
their program director For 10 years whie dso teaching Gth arade at Washburn
Middle School. Then he spent 3 years learning to be a boy scout as the Camp
Director of Inﬂersoll Scout Reservation. The next 10 years, Chris served as the
Executive Director of Camp Good News in llinois.

Carrie has been workinﬂ at Camps \on@er than Chrisl S+ar+ing as a CIT at
Camp Moanitoumi in 2000, then moving onto Girl's Leader, Dining Room Hostess,
Counselor, Craft Person Comp Store Director, Canteen Manaaer‘,
Bookkeeper, Food Service Director, Assistant Director, and now Guest
Services Director! In her Free time, she loves to craft, test out hew recipes,
and talk camP!A

When they Find time, Chris and Carrie love to search otline for the newest,
uhique ideas to implemen+ into their Camp as well as vi«;i+ing rr'ul-l-iple camps over
the years to ‘steal' ideas From theml

The Kallals love camp so much that +he\/ spend a lot of their free time +eachina
others about camp! They have taught comping classes at different
conferences around the world and written a ton of books about the various
aspects of camp life. As well Chris co-hosts a podcast, Scamp Life - The
Programming Side, where he taks all -Hninas Camp Programming

They have a total of 4 chidren, Rowan, Emmalinga, Autumn, and Aurora, as well
as a couple doa;, cat, some hissing cockroaches, bearded dr'az_:,on, Ieopar‘d
gecko, ﬁr‘oe} couple turtles, and a pet skunk, named Stinkerbell

Email: chr‘is+opher‘ka|lal@yahoo.com
Download Packet: StedThisstuff.com
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. Customer Service is Ever'yone’s
Job

¢ Moke customer service the responsibility of
every employee.

¢ Train every staff member, from counselors
to kitchen staff to see themselves as service
Proviclers.

o EmPower al team members to solve Problem;.

¢ Encourage staff to notice and act on
opportunities to assist campers, even outside
their aesianed roles.



Actionable Improvement Steps:



2. Ever'ybody Matters

e Prioritize Per‘eonal interactions with each
coamper anhd Pamily.

e Train staff o learn and use every comper’s
hame within the First clay.

¢ Train employees to recognize ond respond to
heeds prooctively.

o Follow up oh cohcerns or comPlain+9
immeclia+ely to rebuild trust.



Actionable Improvement Steps:



3. Serve with Heart

o Approoch interactions with warmth and
sinceri+y.

o Toke extra care with special requests and
unique heeds.

« Moake parents Feel confident in leaving their
chidren by Providing regular upda+es

e Follow up after service to ensure
satisFaction.

e Create Per‘«;onalized moments, like celelaraﬁna
loir’rhdays with a special dessert.

e Show ﬁr'a+i+ucle with +har\|<—you notes or special
Perks.

 Ensure campers have sunscreen, water, and
proper Footwear For activities.

e Double-check accommodations For die+ar'y
restrictions and special heeds.

o IFacamperis Peelina homesick, create a
speciol 'home-away-From-home' care package.
Assign stakl to work with them closely and
highlight their bravery during a group meeting

&



Actionable Improvement Steps:



4. Listen Up

o Actively listen to Feedback, without
interrupting, to iden’ri?y areas fFor
improvemenJr.

o Actively listen to concerns ond implerment
char\ﬁes when Possilole.

s Show guests their input is valued on acting on
it.

e Don't moke excuses.



Actionable Improvement Steps:



5. Choose Your Words Wisely

e Use Posiﬁve Ianauaae that emphasizes solutions.

+ Encourage staf £ +o Focus on what can be
done instead of what cant.

s Train employees to communicate, clearly and
respecH:ully, how to respond to common
comper queeﬁons or cohcerhns

e Never tak poorly about other staff, compers,
groups, or comPe+i+ion to customers.

 Develop scripts For key moments, like
welcomina campers or resolvina comPIainJrs.
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Actionable Improvement Steps:
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G. Toke Responsiility For
Mistak.es

e Empower staff to own up to mistakes and
maok.e things right and learn from them

e Model accountobiiity at all levels of the
or'ganizaﬁon.

e Foster a culture where Prolalems are
resolved collalaoraﬁvel\/.
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Actionable Improvement Steps:
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7. Learn 1o Love Complain+9

« View complaints as opportunities to iclen’riﬁy
and improve recurring problems

e Thank complainer's For Poinﬂng out issues.

¢ Encourage employees to Provicle constructive
Feedback.

e Create safe spaces For voicing concerns
without Fear of retaliation.

« Use complaints From within to iden’ril:y and Fix
internal inefficiencies.
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Actionable Improvement Steps:
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8. There is No ‘No"

Reframe refusals into alternatives or
solutions. (like oﬁlerina a different snack For
olie+ar‘y restrictions)

Train employees to say, ‘Let me see what |
cah do," instead of ‘That's not possible

Focus on what can be offered instead of
limitations.
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Actionable Improvement Steps:
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9. Learn to Say I Don't Know,
But..

e Teoach staff to admit when they don't have
answers but promise to Find solutions.

e Train stafF to Folow up promptly with the
correct information.

¢ Encourage tronsparency to build +rust.
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Actionable Improvement Steps:
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0. Always Be Professional

e Maintain a Polisheol appearance and demeanor.

e Teoach staff to stay calm, re«;PecH:ul, and
empa+he+ic, even when campers are upse+.

e Treat every customer interaction as an
opportunity to build +rust.

o Encour'age staf£ to maintain Pro@essionali‘;m
and a positive ottitude, even du\"il’\a downtime.

e Remind staff that every interaction shapes
ﬁues+’9 Percepﬁoﬂs.



Actionable Improvement Steps:

21









I. Hire the Best

s you want to moke any meaninﬂpul change, you
have to surround your«;elP with a area’r team.

e Recruit counselors and staff who are
enthusiastic, kind, and minis+r‘y—orien+eo|.

e Conduct interviews that focus on candidates’
interpersonal skills and spiritual maturity.

* Invest in comprehensive on—boardlng programs.
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Actionable Improvement Steps:

25



2. Lead By Example

All it takes For something ex%raordhary to
/mplpen s ohe person with enthusiasm

e Lead on example in otHitude, work ethic,
service mindset, kindness, patience, and
enthusiasm.

e Inspire staff to adoP+ a service-First mindset
+hrou3h consistent encouragemerﬁr

e Foster a culture ofF continuous improvement
and personal growth

e Leaders should model exceptional hospitdlity so
couhselors and staff emulate it

e Mentor junior counselors and volunteers to
buid their confidence and skills.

+ Encourage staf £ o teach each other new
technigues For Ieadina activities or engaging

campere.
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Actionable Improvement Steps:
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3. Be Busy Bees

Success thrives in motion. When we work with
purpose, support one another, and balance
efFiciency with excelence, we create a buzz that
propels everyone forward together.

e Work eﬁlicienﬂ\/ whie maintaining quality.

e Trah stoff to multitask e-PFechively without
compromising camper sa£e+y or experience

o Encour'age cross-'fr'aining to Pr'omo+e
teamwork. and versatiity.

e Foster a culture of mutual suppor+t and
collaboration.



Actionable Improvement Steps:

9



I4. Make Yoursel: Available

+'s hot about doiha mor-e.
¥'s about doiha more of what matters.

e Ensure Ieader‘ship staff are visible and

GPPFOQChable Por‘ camper‘s and PQY‘CI’H’G

e Establish clear channels for communication and
suPPort

e OFFer open office hours for stalff to voice
ideas or concerns

¢ Follow through on promises ond commitments.

e Build trust thirough reliabilier and attention to
detail.

30



Actionable Improvement Steps:
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5. Always Be Prepareal

Success haPPene with Preparaﬁon meets
oPPorJrur\H-y

o Anticipate heeds before they are expressed,
like havina extra towels near the lake or a
cooler of water at the trailhead

. PreP activities For various scenarios to avoid
last-minute scramlaling.

e Be Prepared with solutions £or common
challengea

e Monitor feedback to iden+iPy emerging trends.
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Actionable Improvement Steps:
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IG. Master the Basics

Every interaction-no matter how small-has the
potential to leave a positive impression. Even
routine moments, like greetings or farewells, can
be tronskormed into extraordinary acts of care
and service with intentionality. Every interaction is
an investment into the future ok the ministry ond

can impact one’s decision to come back

e Reinforce the fundamentals of goocl service
regularly.

e Reinforce basics like smiling, eye contact, ond
genuine greetings at staf-f meetings

. Simpli?y processes to make basic tasks easier

to execute.

e Streamline check-ins and activity sign-ups to
reduce wait times.

e Provide clear instructions and schedules to
avoid confusion.
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Actionable Improvement Steps:
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I7. Keep Your Focus

Mastery lies in the moment. When we focus Pully
on the task at hand, we elevate every interaction,
turning ordinar\/ into ex+raordinar\/.

¢ Train employees to stay present and attentive

olur-ing interactions.

e Limit distractions that might offect service

quali+y.

+ Encourage mindfulhess and concentration.
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Actionable Improvement Steps:
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18. Aesthetics are Super Impor'+an+

First impressions are shaped by the eye, and
excellence is reveded in the details. A clean,
polished environment speaks louder thon words,
setting the tone For an unPorgeHable experience.

e Ensure Facilities appear cleon and well-
maintained.

e Conduct dai\y inspections ofF cabins, dining
areas, and restrooms to ensure they're
GPoﬂess.

e Provide matching comp shirts to ensure a
Poli«;hed appearance.

e Clean up Pr'ojech messes From aueer’s view

38



Actionable Improvement Steps:
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Learn from other successful comps or
ministries and adap+ their best practices.

Encourage staff to share ideas they've seen
work elsewhere.

Stay inFormed about trends.

2



Actionable Improvement Steps:

13



e Empower staf£ to resolve issues immedia+e|y.
(ke r'eplacing a broken PlashhﬁH or
correcting a meal order)

* Apologize sincerely aond take responsilailﬁy For
mistakes.

e Follow up to ensure 3ue<;+c; are satisfied with
resolutions.

14



Actionable Improvement Steps:
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Set redlistic expectations dur‘ing interactions.

Communhicate delays or changes tronsparently

and promptly.

£ an activity is canceled, offer an equally
exci+ina alternative

Moke commitments care?ully and honor them
consi«s+en+ly.
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Actionable Improvement Steps:
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Make it a comp Policy to 3ree+ every comper
and parent with a warm smille.

Make First impressions a priority during

customer interactions.

Teoch staff the impact ofF positive body
Ianﬁuage.

Reward staff who consistently exude warmth
ond Friendiiness.

1]



Resolution Desired:
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23. Improvemen+ Never $+oP9

o Continuously refine processes ond
Procedures.

¢ Encourage innovation ond experimentation
among stalf

e Host reﬂular stalf mee+ihgs to brainstorm
ways to improve the camper experience.

. Solicit regular Feedbvack to iden+iP\/
improvemenJr oPPor+uni+iec;.
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Actionable Improvement Steps:

53



24. Make Camp Fun

e Infuse humor and Playﬁulness into the camp
experience.

+ Encourage staff to create joyﬁul momehnts
For guests.

e Use themed events or creative promotions to
engoge and deligh’r.

. Gramilly tasks, like creating -Priend\y
competitions For the cleanest cabin or most
enﬁaged activity leader.

o Set up Pho+o—wor'+|ny moments. Desian spaces
or items that encourage ﬁues’rs to toke
Pho+oe.

e Celebrate small wins with rewards or
recoaniﬁon.
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Actionable Improvement Steps:
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25. Give People a Reason to Come
Back

e Exceed expec+a+ion9 to create memorable
exPerience«;.

e Create annual traditions or events campers wil
want to return For every yeor.

¢ Regularly thank. and acknowledge repeat

customers.
« Write persondlized thank-you notes. Reference
Gpeciﬁic moments From the interaction.

Handwrite the hote For authenticity

e Buid strong relationships with local suppliers by
treating them with kindness and respect.

e Invite vendors to camp events as a +Inanl<—you.
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Actionable Improvement Steps:
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2G. Go Above and Beyond

* Surprise campers and guests with +houah+13u|
gestures or perks. (impromptu treats, like
popsicles on a hot day, a late-night snack, or
campkire treat delivered to their burks.
Include small surprises in their daily schedules,
ke a spontaneous group hike or water balloon

—Ciﬂhﬂ

o OffFer complimentary add-ons.

e Look For smal low-cost ways to moke
experiences ex+raordir\ary.

e Train staffF to iden’ril:y moments where they
con go adbove and Iaeyor\d.

e Provide your team with a Iauclge+ or P\exibili’ry
to go above and Iaeyoncl.

58



Actionable Improvement Steps:
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Key Questions

e How do we define true hospitality, and how
does it differ From just meeting expectations?

e How do we ensure that every guest Feels
heard, understood, and valued during their time
with us?

e What small aee’rures or actions caon create a
|ae+in3 Po«;iﬁve impac+ on a camper or aueer’s
exPerience?
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e How do we make them Feel part ofF
someJrhinﬂ bigger than themselves?

o At what point do we need to trode some
control in favor of trusting the campers and
guesi-s?

e Does a rule br'ing us closer to our ultimate
aoal, connecﬁng with People, or does it toke
us Further from the goal?
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« Con you think of a time when we went out of

your way to make someone fFeel welcome?

What did we do?

e In what ways can we empower our staff to
make decisions that enhance the guest
experience without neechnﬁ constant approval

e How can we ensure consistency in olelivering
exceptional hospitality, even when ?acing
challenﬁes or Iauf;y times?

&4



e What does hospitality look. like when things
don't go as Plannecl, and how do we turn
challenae; into oPPor'Jrur\Hies?

e What are 5 things we can do +oday +o make
our guests Feel a sense of Iaelon@ing the
moment +hey arrive?

» Are there any groups we heed to recover
and rebuild trust with. How can we do that
with them?

&5
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Steal This: Ideas of Awesomeness
(uPcla+ecl: December 2018)

ST: ldeas For Outdoor Ed & STEMiness
(uPda+ed: October 2019)

ST:- 50 Ways to Be Awesome
(uPda+ecl-. November 2.019)

ST: ldeas of Portableness
(uPda+ed: October 2019)

ST: Ideas ofF Contemporary Croftiness
(uPda+ed: February 202.0)

ST: Ideas of Virtudlhess
(uPda+ed: May 202.0)

ST: Ideas For Time Filers & Brain Breakiness
(uPda+ed: Au9u9+ 202.0)

ST: Ideas of Comp Boxiness
(upda+ed: April 2021)

ST: Ideas During Covidness
(upda+ed: April 2021)

ST: Ideas of Social Distancedness
(uPda+ed: May 2021)

ST: Ideas For Escape Rooms & Puzzleness
(uPda+ed: October 2021)

ST: Ideas of Teamlauildinﬂness
(uPda+ed~. October 2022)




ST: The BIG Book of Awesomeness
(uPda+ed-. February 2023)

ST: ldeas of Games & Funness
(uPda+ecl-. October 2023)

ST: Ideas of CAFE Bagginess
(uPcla+ecl: October 2023)

ST: 25 Rules for Urlparalleled Hospitalitiness
(uPda+ec(: February 2025 )

ST Ideas For Carmp Board Greatness
(uPda+ed: July 2025 )

ST: Ideas of Parenting Awesomeness
(uPda+ed: Augus’r 2025)

ST: 50 Ideas For Retreat Awesomeness
(uPcla+ec|: December 2025)

ST: Ideas of staff Training Greatness
(uPda+ed: January 2020)

Princess Diary: Devos For Girls
(uPcla+ecl-. October 2021)

Man Book: Devos for Boys
(uPcla+ecl-. October 2021)

Church Notes Vol -4
(uPda+ec|: October 2022)

Steal This: ldeas +or Fun Fundraisingness
Steal This: ldeas of Successtul Marketingness
Steal This: ldeas for Waterfront Awesomeness
/ Steal This: ideas +or Nighttime Funness
Steal This: ldeas of Rainy-Pay Campiness







