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When we reported on our performance, 
our board asked, “What would it take to
reduce the time by half?” Part of the answer
was that we would need to schedule more
dockets. The board agreed, and they are 
now available to review dockets up to ten
times per year (via teleconference) to ensure
that we respond to inquiries on a more
timely basis.

We also have learned that to be effective,
customer service goals must be reinforced
and incorporated into other aspects of the
foundation’s operations. For example,
performance against timeliness benchmarks
is included in program officers’ annual
performance reviews. These reviews are 
tied to consideration for annual merit
increases, so staff pay extra attention to
meeting the benchmarks.

EXPANDING THE RELATIONSHIP

In addition to grantmaking, Heron looks 
for opportunities for mission-related
investments, e.g., program-related
investments (PRIs) made at below-market
rates as well as market-rate investments, 
in organizations that are aligned with our
program areas. In order to build our
portfolio of investments effectively, we found
we have to take customer service to an even
higher level by incorporating elements of
relationship management (see chart on 
page 7). Relationship management means
that our program officers are not just
making grants. They need to seek and
identify new opportunities. They have a
“tool kit” of below-market-rate and market-
rate solutions (i.e., grants, loans, deposits,
equity investments) that respond to the
increasingly sophisticated funding needs 
of our customers. 

LISTENING TO OUR CUSTOMERS

Another important element in moving
beyond talk is gauging customer satisfaction.
What is going on with our customers
shouldn’t be a mystery. All we need to do is
ask and listen.

Listening to their perspective enables us to
go beyond quantitative metrics (such as
timeliness) and delve deeper into qualitative
factors (such as responsiveness). While
anecdotal feedback can be enlightening and
valuable, we must be disciplined to ensure
that we are consistent and not biased in our
interpretation. To help us collect and analyze
grantee feedback, we participated in the
Center for Effective Philanthropy’s (CEP)
Grantee Perception Report. Since 2003, CEP
has conducted twice-yearly surveys of
foundation grantees—typically surveying
5,000-6,000 grantees of 25-30 large
foundations in each round. We chose to
participate in this survey for several reasons: 
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Children with disabilities are top-priority
customers for Easter Seals. “We believe that
children with disabilities are best served in
inclusive child care programs,” asserts Bob
Siegel, National Director of Easter Seals’ Child
Development Network. “Inclusion means that
children with special needs are educated in
child care classrooms along side their typically
developing peers, not segregated in a separate
classroom for disabled kids. But, high-quality,
inclusive child care is rare,” notes Siegel. In
fact, 45% of mothers with infants who are
disabled do not return to work because they
can’t find child care.

Easter Seals’ Child Development Center
Network is working to change that by
increasing the amount and quality of inclusive
child care available across the country. This
summer, the Network in partnership with the

National Association for the Education of
Young Children (NAEYC), will announce new
standards for accreditation of inclusive 
child care that spell out the policies and
procedures necessary to provide quality care
for all children, including those with special
needs. Six sites are piloting the standards 
and providing regular feedback on
implementation. In addition, the Network 
is designing a self-assessment tool to help
other centers establish baseline data on
program and child outcomes, identify areas
that need more work, and chart their progress
over time. 

What next? Easter
Seals will spread the
word. It will use the
standards,
implementation
guide, and assessment
tool throughout its
own network which

provides child care to 5,000 children. Its 
88 affiliates will use these tools to provide
technical assistance to other child care
providers. The new standards will be
presented to state administrators and at
NAEYC’s annual conferences. Through all of
these channels, Easter Seals is promoting a
more systematic approach to inclusion. Says
Siegel, “A mom should be able to walk up to a
center with a special needs child and not be
told that the opening has been given away
when they see the child has a disability.”

Heron gives priority to organizations like Easter Seals that help children
with disabilities to have access to nationally accredited child care.




