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If you have any questions that you would like  
Roy to answer in future columns, please e-mail  
them to: roy.snell@hcca-info.org.

Small deeds add up

As some of you have already ascertained, I am perennially dissatisfied. 
I always want more. I sometimes give the impression that I don’t 
appreciate our people or our process. So every once in a while, I need 
to confess publicly that I am really very satisfied. It’s kind of a forest- 
and-the-trees situation. I am thrilled about the forest, but I am always 
complaining about the trees. It’s the detail that irritates me, not the 
big picture. Our staff are a good example of this. I am always on them 
about something, but the staff are knowledgeable and committed. 
They go beyond the call of duty. They get it. They see the big picture. 
They care about the organization. I want to share an example. There 
are hundreds of examples each year. Every staff member could be used 
as an example, but to avoid creating a 25-page article, I am going to 
use just one example to make my point.

Most of our staff interact with dozens of members and non-members 
each day. If they didn’t care, they would just shuffle the person 
through the process and forget about it. But, they do care. When 
they see something of interest, they share it with others. When they 
see something that may benefit the organization, they pass it on to 
someone who may be interested and do something about it. All of our 
staff do this. All of them. But I am going to single out one, because 
it’s the one that triggered the thought for this article. It’s also a great 
example of how somebody did something that you would not expect 
and is not in their job description. She made an unusual connection 
and went out of her way.

Liz Hergert works with our certification program. It’s a lot of paper-
work. She talks to and e-mails many, many people. She could make 
it a real “grinder job,” but she doesn’t. Sometimes people have a lot of 
anxiety about getting their CEUs into us or are confused about the 
process. Certification is a very complex and personal matter and can 
create tension. She could just shove the people through the system, but 

she doesn’t. She is alert for opportunities. 
She is engaged. It’s important to under-
stand that she is the face (like all staff) of 
the organization. Many other associations’ 
employees don’t get it. Our people get it. 
She talks to people and she may be the 
only one from our office to talk to that 
particular person in a year. Therefore, that 
interaction is important. If there is an opportunity there, she might be 
the only one who would have the opportunity to see it. She must be 
alert for subtle or hidden opportunities.

She was talking to a person about the possibility of getting certified. 
He happened to mention to Liz that he was a federal monitor. He 
happened to mention that he had done compliance program evalu-
ations for the Department of Justice as a part of their investigation 
and determination of penalties. Rather than just say, “Dude, that’s 
interesting, but I do certification,” she sent me their e-mail communi-
cation. He was sharing something with her that really was irrelevant to 
her job. He was sharing it with her because she was the person he was 
talking to. He was very new to our organization and couldn’t know 
where else to go with the thoughts he had. This happens all the time, 
so it’s important for the staff to listen. It’s important for the staff to try 
to take what information they are getting and make sure opportunities 
don’t fall through the cracks. We may not get another shot at it.

She thought I would find it interesting. I was so interested, I called 
him, introduced myself, and found out that he included in his federal 
monitor reporting that the compliance officer ought to get training 
and certification. Not only is he a potential speaker or writer, he is an 
advocate for our profession. He is an advocate for the improvement 
of our profession. In fact, he is one of the few federal monitors who 
have ever been selected because he understood compliance programs 
and the compliance profession. He is a great resource and asset to 
our profession. I have set the wheels in motion for him to get more 
connected to our community.

This is bigger than all that. If you look at the big picture, this is poten-
tially very important. Because of what Liz did, we will have a more 
diverse membership. We will be a better association. You don’t become 
great because of one profound effort or thought. You become great 
because of thousands of small but important actions. For example, 
Liz thought this guy was interesting and potentially important to our 
organization, and she forwarded this to our CEO. How many associa-
tions have a certification coordinator who could make this connection? 
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I don’t think it would be many. How many 
associations would have a certification 
coordinator who could make this connection 
AND act on it? I think it would be very few. 
Most of these people and/or opportunities fall 
through the cracks.

Our organization prides itself on bringing all 
types of people to the table. Every time this 
guy sits down at the lunch table of one of our 
meetings, the seven other people at the table 
will benefit. Instead of us drinking our own 
Kool-Aid, we will get a different perspective. 
He will push back. We will learn. But, there 
is more.

He will learn a thing or two from us. We will 
push back. We will educate him. If he is a 
good as I think he is, we may be able to ask 
for his help, if we ever get an opportunity 
to help the government set up a process 
for selecting federal monitors. Most people 
believe any lawyer can be a federal monitor. 
With his help, we might be able get them to 
understand that having people who actually 
can name the seven elements of a compliance 
program would be helpful.

It’s like the “butterfly wing starting a 
hurricane theory.” One small contribution 
could end up making a huge difference in our 
profession. Now this extrapolation may seem 
like a bit much, but I have seen it play out 
this way many times. In fact, it always plays 
out this way. Every big accomplishment can 
always be traced back to one very small effort 
that started it all. Every big accomplishment 
can be traced back to something that, if it had 
not happened, the subsequent accomplish-
ment would never have happened. This one 
example may be perceived to be small, but 
it’s not. Its huge to me. Even if this was con-
sidered to be a small effort, with all the staff 
doing this all year long, collectively it’s going 
to have a huge impact on our effectiveness. 

Everyone on our staff is important. All 
of them make a difference. We are very 
fortunate that they care and are engaged. 
They are the reason the last two years have 
been among our best years. And this is true, 
despite the fact that the economy has been 
devastating to many associations. Kudos to 
all of them. If you see one of these examples, 
send them a note. If you think of something 
we are missing, send me a note. 

One last thing about the staff. They do what 
they do efficiently. Associations of our size 
and type, on average, have 40.9 employees. 
We have 28. Associations of our size and 
type, on average, have a salary cost of 31.9% 
of their total expenses. We average 23.31%. 
Given how much outsourcing other associa-
tions do (e.g., meeting management, graphic 
design, copying, etc.) the efficiency of our 
staff it likely even greater. We do not out-
source meeting management, graphic design, 
copying, etc. This is a subjective observation 
on my part, but I think we provide better ser-
vice when we do it ourselves. Suffice it to say, 
in addition to being engaged and caring, they 
are definitely more focused and efficient. A lot 
of the credit for this goes to our Board. Many 
association board members micromanage, 
ask for endless reports, and request analysis. 
Our board thinks big things and occasionally 
shares ideas for improvement, but the board 
members trust the staff, take all their input 
and the input of the members, and decide 
what is best for the organization. n

CCBCCB The Compliance  
Professional’s  
Certification

Congratulations!! The following 
individuals have recently successfully 
completed the CHC certification 
exam, earning their certification:

Jeffery A. Billings
Laurie A. Buckhahn

Anne J. Chance
Melissa E. Davis

Saundra M. Denham
Casey J. Estep

Kevin L. Ferguson
A. Barry Grosse
Nancy A. Harris

Connie S. Herbstman
Anne M. Hoffmann
Leonard S. Holman
Merri-Ellen James

Patricia A. Jameson
Julie M. Katich

Tracy A. Kimberly
Bobbie Knickman

Clarice R. Livingston
Gregg F. McAllister
Amy M. McCally

Lynn L. Merritt-Nixon
Laura A. Minassian-Kiefel

Jessica I. Morales
Sherri Kay Myers

Charles D. Overstreet
Erin E. Parker

Aaron Poe
Cristina L. Randall

Deborah A. Reif
Mark D. Solomon
Joanne H. Soublis
Elina M. Stewart
April R. Streeter
Brenda K. Tea

Jennifer L. Trajkovski
Narayan S. Venkatesh

Kayme L. Whetzel
Shawna White

The Compliance Certification 
Board (CCB) compliance 

certification examinations are 
available in all 50 states. Join your 

peers and demonstrate your compliance 
knowledge by becoming certified today. 




