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SPRING CONFERENCE KEYNOTE SPEAKER

Boston Bruins Iegend and for- INSIDE THIS ISSUE

mer captain, Ray Bourque. will

be the Keynote Speaker at the President's Message Page 2

upcoming Spring Conference What's Happening! Page 3

and Trade Show, April 24 - 27, 2016 Conference Schedule Page 4

2016, at the MassMutual Center 2016 Conference Regstration Form  Page 5

in Spr'ingﬁeld. MA. Enshrined in Educational Session: Raising the Bar Page &

the Hockey Hall of Fame in Educational Session: Tricks and Tools Page 7

2004, Ray still holds NHL rec- The World of “Entitlement” Page &8
ords for career goals, assists and points by a de- Educational Session: IS Cerification Page 12
fenseman. Ray first became captain of the Bruins along Educational Session: STAR Certification  Page 13

with last year's Keynote Speaker, Rick Middleton, in Maniagivg Eiotions st the Rink Page. 14
|985 - then held the position alone after Rick retired What Makes Rink Managers Grumpy? Page 16
in 1988. In 2000, Bruins fans were disappointed when 2016 AnralSchamble Golf Toiiney  Poge 18
Ray left to play for the Colorado Avalanche - but elat-

Top |0 PetP f Rink M P 19
ed when he won his only Stanley Cup in the last game e e il

; Make Hockey Goals BIGGER? Page 20
of his NHL career.
Top |0 Reasons to Attend Conference Page 20
In addition to the massive amount of time he has spent 2016 Chase Scholarship Application  Page 22
inside of ice rinks, Ray also has his name on the out- 2015 — 2016 Membership Application Page 23
side of two rinks named after him. His hometown of
Saint-Laurent Quebec named their rink Arena Ray- | Sl o =i

mond-Bourque and, this past fall, Endicott College in
Beverly, MA (a NEISMA member) opened the new
Raymond |. Bourque Arena in his honor.

Ray will share some of his ex-
periences from his career in ice
hockey as well as some
thoughts regarding ice rink fa- PRl
cilites and what role they play
in peoples’ lives. His unique S
perspective as a player, parent jel
of players and now as an on-|
looker with his name on two
North American rinks will give
us all some things to think|
about and take home with us.

Raymond . Bourque Arena, Endicott College, Beverly, MA
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It's that time of year again. We've
survived another season (hopefully).
now planning some summer vacation

and your staff to attend one or more
upcoming professional training ses-
sions offered by NEISMA, ISl, STAR, ORFA or oth-
ers (definitely!). Fortunately, there's now a lot to
choose from so please take advantage of them.

On April 24 through April 27, NEISMA will be of-
fering our Spring Conference and Trade Show in
Springfield, MA. We are hosting this annual event
- our biggest event of the year - in the central part
of our region with the hopes of attracting more
participants by making it more accessible travel-
wise. As we're emphasizing “ALL ROADS LEAD
TO SPRINGFIELD” so hopefully you can find an
easy way to get there!

President’s Message

by Ben Ruggles, CIRM, PMP

We'll be using two fabulous venues in which to
host this event. Our “headquarters” will be the
Sheraton Springfield where we will host IS| and
STAR classes plus several events. On Tuesday,
we'll be moving to the nearby MassMutual Center -
only a block away.

We are very excited to have arranged for a very
special Keynote Speaker, Ray Bourque. Not on-
ly is Ray one of the best and most popular NHL
players of all time, he also has one of the most
unique perspectives of ice rinks that one could
have - having played ice hockey for most of his life,
then raised two kids who became NHL players,
and now having two North American ice rinks
named in his honor. I'm sure he'll have some inter-
esting things to say which we can all bring home
with us.

We've changed the format of the event slightly to

NEISMA Board of Directors
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offer certification courses that we feel will help
meet the training needs of our members. We'll
start on Sunday evening, April 24th, with ISI's
“Certified Arena Operator - Part |” course (go
to page |2). This 3-day course will be led by the
iAIM faculty and finish Tuesday afternoon.

Beginning Monday morning April 25th and finishing
Wednesday, STAR - led by John Monteleone - will
offer their “Programs, Marketing and Promotions
(PMP)”" course (go to page |3) as part of their Cer-

tified Rink Administrator curriculum.

NEISMA will be offering two tracks of educational
programing on Tuesday, April 26th for the remain-
der of our attendees. First, for Rink Managers, we
have brought back Dr. Adam Naylor, a sports psy-
chologist who last addressed our membership at
Boston College in 2004. On page |4, we have re-
printed an article Dr. Naylor authored which ad-
dressed spectator conduct. In this year's confer-
ence, we expand this a bit to address visitor behav-
ior in general - from hockey players, to figure skat-
ers, to parents and to coaches. In this day-long in-
teractive session entitled “Raising the Bar”’ (go to
page 6), Dr. Naylor will help rink managers develop

DESIGN | BUILD | CONSULT | SALES

ORTHEAST RINK SYSTEM

VWW.NORTHEASTRINKSYSTEMS.CO|

a strategy to get everyone - including their employ-
ees - on “the same page” of developing a mutual
respect which is in everyone’s best interests.

For Rink Operators, we have invited Ty Newberry
to facilitate a presentation and interactive discussion
on the “Tricks and Tools of the Trade” of rink
maintenance (go to page 7). Many unique approach-
es are out there, and Ty will share with some of his
experiences as well as ask others to share theirs.

Of course, a highlight of the event will be the Trade
Show on Tuesday from 4 to 7 pm. The space at the
MassMutual Center affords us the space and comfort
to put on a great show. We expect over fifty (50)
vendors this year and have included double booths!

Some folks say that the networking is the most valu-
able part of a conference, and we have several op-
portunities for you. Sunday evening, we'll be hosting
a Welcome Party in the MVP Pub at the Sheraton.
Monday morning will be hosting our annual Golf
Tournament at The Ranch Golf Club in Southwick,
MA. That evening we'll be hosting the popular Pres-
ident’s Reception, which gives us all the opportuni-
ty to get caught up or make new connections - and
enjoy some great food. First thing Tuesday morning,
we will host a full breakfast and a brief NEIMSA An-
nual Meeting which we haven't done for many
years. For lunch, we'll be hosting our annual Awards
Luncheon which will include presenting the Frank J.

(Continued on page §)

April 24 - 27  NEISMA Spring Conference and

Trade Show (Springfield, MA)
April 24 - 29  ORFA Professional Development
Program (Guelph. ONT, CA)

STAR North American Rink Conf
and Expo (Columbus, OH)

May 16 - |19

May 31 - June 4 IS/ PSA Conferences and Trade
Show (Las Vegas, NV)
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2016 Spring Conference and Trade Show

Sunday, April 24 Sheraton Springfield

5:00 pm - 6:30 pm |[S| Class (Certificate of Arena Operations - Part |) al
7:00 pm - 10:00 pm Welcome Party :

Monday, April 25  Sheraton Springfield

7:30 am - 8:30 am Coffee and pastries

8:30 am - 5:30 pm ISI Class (Continuation of CAO Part | Certification)
8:30 am - 5:30 pm STAR Class (Programs, Marketing and Promotions)
9:00 am - 3:00 pm Golf Tournament (The Ranch Golf Club)

6:00 pm - 10:00 pm President's Reception

Tuesday, April 26 MassMutual Center

8:00 am - 9:00 am Registration and breakfast

8:45 am - 9:00 am NEISMA Annual Meeting
9:00am - 9:30 am Welcome

9:30am - 10:15 am Keynote Address: Ray Bourque
10:30 am - 12:30 pm Educational Sessions:

Management Track - “Raising the Bar”

Operations Track - “Tricks and Tools of the Trade”
ISI (Completion of CAO Part | Certification)
STAR (Continuation of PMP Certification)

12:30 pm - 1:30 pm Awards Luncheon

1:30 pm - 4:00 pm Educational Sessions (continued)

4:00 pm - 7:00 pm Trade Show

7:00 pm - 10:00 pm After Party and Cornhole Tournament

8:00 pm - 9:00 pm NEISMA Cup Ice Hockey Game (Smead Rink)

Wednesday. April 27 Sheraton Springfield
7:30 am - 8:30 am Coffee and pastries
8:30 am - 1:00 pm STAR (Completion of PMP Certification)
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Facility Name:

2016 CONFERENCE & TRADE SHOW
Sunday, April 24 - Wednesday, April 27
MassMutual Center - Springfield Sheraion

ATTENDEE REGISTRATION (not for Exfubitars)

Primary Conlacl: .

Facility Address: City: o
State Zip: Phonc: _ Fax:
P |7 a !
Primary EMAIL ! i _ ‘ Co ‘ ‘
£ JI_ i i s | Sy
For ID Badge: Play in Trade
Firslt Name Last Name NEISMA Cup? | Conference Add Show
Yes f No Amount Golf Only TOTAL
;
: $ 3 % 4
$ 5 5 %
$ 5 g 5
% 4 g $
$ g 3 b

TOTAL ‘ $

Registration Type

Member Rate Non-Member Rate

Full Conference

Tull Comiference ircludes meats ard functians listed, keyaore, seminars and zride show:.

Full Conference + STAR Certification Course (PMP}

7150 250
s200 after April Tst %325 after April 14
3425 §525
£500 afier Apnl 151 w25 after April 1st

Full Confererce + 151 Certification Course [CAG Part 1)

$275 5375
%325 after April 1st $450 atter April 151

. Golf Tournament
1 Indudes 18 holes, cal, <ange, prizes and barherue

iManday, 9am sholzun’ 480 £100

100 atter April st $125 akter April 15t

| TRADE SHOW ONLY

NEISMA Cup Hockey Game

luesday H- B pm)

[hssday, £ - 7 gl AT 73

Free Mot available

You may register: Online at www, neisma.com

Or by check payahle to NEISMA. Mail registratinn to NEISMA, P.O. Box 200595, Wethersfield, {T ob109
Of by credit card, etther: email scanned copy lo email@neisma.com or fax copy to 1-888-234-3968

# /

/ /

Exp. ! 1 Digit V-code

C Zip Code

Name on card:

Signature;
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RAISING THE BAR
Fostering a Culture of Mutual Respect

On Tuesday, April 26th,
~__join other rink managers

~ from throughout the
northeast as we address
- "rink  culture” - how it
| started, how it has evolved
§ and what we can do to

L] ;
] change it for the better.

o, S

i
e

Too often we hear from
rinks that patrons seem to have a unique sense of
entiftement which they feel allows them to be be-
have inappropriately, often disrespecting our proper-
ty and our staff. We don't see this elsewhere in oth-
er similar industries - but, for some reason, we deal
with it all too often at our facilities. In the Manage-
ment Track of our Tuesday seminars, we will ex-
plore ways to address this phenomenon.

Leading this interactive session will be Adam Naylor,
Ed.D., CC-AASP, who last spoke at our NEISMA
Conference at Boston College in 2004. Dr. Naylor
leads Telos Sport Psychology Coaching, oversees the
Mental Game Division of Northeastern University

EARLY BIRD DEADLINE IS APRIL Ist

Full Conference Fee Increases by $50!

(From page 3 ‘President’'s Message”)

Zamboni Hall of Fame Award as well as any college
scholarships that we may be awarding And after the
Trade Show Tuesday evening, we've planned an Af-
ter Party including a Cornhole Tournament which
will certainly be a hit Also, our annual NEISMA
Cup hockey game will be played at the nearby
Smead Rink for those who are interested.

With the exception of the Golf Tournament, all of
these networking events are included in your Full
Conference registration fee. A special THANK YOU
to our Conference Sponsors for making this event
so diverse and affordable.

We believe that we've put together a tremendous
event for our membership with something of inter-
est for everyone. Please join us!

Rink Rat

Spring Conference
Educational Session
MANAGEMENT TRACK

Sports Performance, and is a clinical assistant profes-
sor at Boston University. He has worked with Olym-
pians, hockey players from every level of the sport
and is a coach educator for USA Hockey. He focuses
on helping develop athletic organizations that allow
athletes and communities to thrive.

Dr. Naylor will explore reasons as to why our cus-
tomers behave the way they do and what some ef-
fective strategies might be to change this culture for
the better.

RELATED ARTICLES IN THIS RINK RAT:

The World of “Entitiement” - We Need a Plan!
By Michelle Stenberg (page 8)

» Managing Emotions at the Rink (2004 Reprint)
By Dr. Adam Naylor (page 14)

o What Makes Rink Managers Grumpy?*
By Harry Thompsen (page |6)

e [0 Top Pet Peeves of Rink Managers™
By Harry Thompson (page 19)

*Articles orignally appeared in the Oct 2015 issue of USA Hockey Magazine.

"GET HOME ICE ADVANTAGE"
with

CCCH®

REFRIGERATION DESIGN
QUALITY INSTALLATION
EXPERT SERVICE
800-990-9ICE

Call 24/T (781) 396-8780
WWWw.reccousa.com
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Spring Conference

Page 7 ‘

TRICKS AND TOOLS

Educational Session
OPERATIONS TRACK

So what's the latest and great-
est in the world of ice mainte-
nance! What are some of the
tried and true methods that
rink operators use that most
people don't know!?

On Tuesday, April 26th, join
fellow rink professionals as we
share some of the "tricks”
we 've developed over the years and some “tools™ that
a lot of folks might not be familiar with - some of
which we made in our maintenance garages!

Leading this session will be Ty Newberry who is cur-
rently the General Manager for the Fort Dupont lce
Arena in Washington, DC as well as a principal with
All Star Arenas. Ty has worked in the rink industry
since he was a teenager and has experience with are-
nas from Utah to Virginia in a variety of contexts, such

OF THE TRADE

as not-for-profit, private, government, and univer-
sity settings. He has been an integral part of plan-
ning construction and maintenance of both ice and
multi-use facilities. In addition, Ty is an instructor
with STAR as well as USA Hockey so has had lots

of experience presenting to rink professionals.

In this interactive session, Ty will share many
“tricks” of rink maintenance, show some unique
“tools” that he's seen along the way and demon-
strate and discuss some new tools and techniques
that have recently hit the market.

Also included will be a tour of the MassMutual
Center led by Operations Manager, Scott Griffith.

Students will be asked to share their “tricks” and
“tools”, as well, so please bring them with you -
even if only a photo - and be prepared to present
them to the class!

ice Resurfacer Battery & Charger

Sales & Repairs

= Extand battery life by as much as 25%
= Raducs battery / chargar rapairse
= Reoduce broakdowne with PM'e

E

Check / Record all cell Voltages
Check ! Record Specific Gravities
Check cables & conneclors
Check vent caps & cell connector
Shrouds, CT connections.

Add waler as needed

Clean and neutrallze battery

Es@a@

e8

Check start OC voltage rates
Check finieh DC valtage rates
Check cables & connacior
Check all components

RO

Industrial Battery of New England
10 Ballard Road Lawrence, MA 01843

Why have Full Evaluation & PM done at your Location?

Alex Ferrare
Sales | Service Specialist
Cell: 978.375.0586
E-Mail: Aferraro@Brodietoyotalift.com

e OTZD

@& HAWKER®
Batteries

LIFEPLUS® TC3W
High Frequency Opportunity Charger

PowerLine Battery

—\'-\ff- BROLDIE

e 4 TOYOTA-LIFT
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THEWORLD OF “ENTITLEMENT” -

Rink Rat

WE NEED A PLAN!

By Michelle Stenberg

First, let me tell you a little about myself:

* | have a degree in education.

* | have loved hockey since my teenage years.

e | have been inveolved in youth sports for 35
years.

» | have managed a hockey rink for 20 years.

* | have been disillusioned for the past 5 years.

Why am | disillusioned? Well, thanks for asking, |
would LOVE to share my thoughts.

ALLI]WEB IN wnmlnLR?A

It's not a new word and, no, | am not the one who
coined it BUT | certainly have used it in a sentence
at least 5 times a day for the past five (5) years!

ENTITLEMENT

A noun with the simple meaning - “ the state of be-
ing entiled”. Ha! Nothing simple about this word at
all. especially in youth sports, and especially to a
manager or employee of a hockey rink.

Knowing that | would inevitably write an article
about this state of being, | did some research. This
is NOT a new condition in youth sports. | found

3
ooy e B
——WEYeEd—
Environmentally Safe Water Treatment
Non-chemicai water treatment and services

e Cooling Towers = Chillers etc..

Simplify your arena maintenance!
SAFE, SIMPLE & PROVEN!

P.O. Box 470

(_Dedham, MA 02027 (781) 320‘-86446/

articles on entitement dating back to 2007 and pri-
or, with clear indications of it being a huge problem
down the road.

| could list here so many displays of entidement by
the players AND their parents, but we have ALL
been witness to these indiscretions. | once asked a
parent and child to NOT throw the football around
inside the arena. Rather than end the game and walk
away, the parent was quite perturbed and asked ex-

actly where it said he could not perform this rite. |
directed him to, and read the sign saying "No Run-
ning, No Street Hockey, No Ball Playing". His an-
swer to me quite sarcastically was, “Well, so you can
read”. Poor guy, apparently | had offended him.

ENTITLED

Let's also, as managers of rinks, discuss the blatant
disregard for the property. Kids dropped off so that
the parents can have a drink at the bar up the street.
| am NOT a babysitter, nor am | the one raising
these children (...if only!!...).

Pucks and toys in the toilets. Locker rooms trashed.
Running through the building Spitting on the floor.
All with or without their parents in attendance!

What steps do we take? We display the rules - |
actually display more signs than | have room for.
They are disregarded'

| do believe that some days most of my time is spent
dealing with this “entitlement’ than it is doing the
day to day business. And, let it be said, this entitle-
ment is not limited to the players, but extends to
their families, coaches and even Directors of pro-
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grams whose children automatically make the TOP P —
team, regardless of ability. 11—
WE NEED A PLAN! :’%EE %
The parents today need a plan. Adult outbursts in AMERICAN REFRIGERATION
COMPANY, INC.

the stands are at an all time high.
SPECIALISTS IN PREMIUNM QUALITY

The coaches today need a plan. They need to be
objective to eliminate favoritism. I c E n I N K

Entilement starts at the TOP - professional sports DESIGN & CONSTRUCTION
teams today need a plan and they need to be held
accountable. WWhat type of “trickle down effect” do
they have on youth sports programs?!

Oh, and by the way, “entitlement” is NOT in our
DNA at birth. Itis alearned behawvior.

Globally this is a big issue. VVhat are we teaching
these children? Will they be able to cope with life
situations or are we setting them up for failure! The
problem goes way beyond youth sports in its ramifi-
cations. School, social situations, and jobs will all be

&

) 149 River Street, Suite 3
(Continued on page 10) Andover, MA 01810

2016 ISI/PSA CONFERENCES & TRADE SHOW 7))

deu Skating frtilvla

Planet Hollywood Resort & Casino = IAIM Certitications

MAY 31 - JUNE 4' 2016 - Managemeant & Oparations Sassians
» Breakfast Roundtablas

« Social & Networking Opportunities

REGISTER BY APRIL 15 TO SAVE!
Visit skateisi.org/conference

HOTEL FEATURES: Casino, Live Shows,
Restaurants. Bars, Shopping Mall, Spa, Pools
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(From page 9 “The World of “Entitlement"’)

affected.

There are MANY articles online and this year's
NEISMA  SPRING CONFERENCE Management
Track session “Raising the Bar - Fostering a Culture
of Mutual Respect” - deals with this issue in depth.
It will be a lot of work and it will take time,
but the CHILDREN are worth the effort.

WE ALL NEED A PLAN!

Editor's Note: Thanks, Michelle. Well said. Hopefully Dr.
Naylor can help us put a plan in place for all rink man-
agers and their staff to implement over the coming
years. We're all in this together - let’s make it happen!

- N

New England’s Leader in:
Ice Rink Design/Build

Ice Rink Package Systems

Ice Rink Maintenance /

Nadil B

21G Olympia Ave, Suite 60
Woburn, MA 01801
(781) 287-0415
www.IndependentMechanical.com

NEISMA Bi-Annual Ice Rate Survey

Over 100 rinks have responded to our bi-annual lce

Rate Survey - over 50 alone in Massachusetts - and

have received a copy of the results. Are you one of

them? If not, email bruggles@andover.edu and par-

ticipate. The information is extremely helpful when

setting your various rates. So far:

e |7 states and | province represented

¢ 2| colleges or universities represented

e 52 “year round” and 52 “seasonal” rinks have
responded to date

Email bruggles@andover.edu

ARID-Ice” scores

a fog, condensation, mold and drip free
environment for over 400 NHL,Triple A,
Double A, Collegiate, Recreational Ice Rinks
and Curling Clubs Across North America.
Contact our application specialists to learn how
your arena can benefit from ARID-Ice technology.
Call 810-229-7900 or email
sales@ctrdh.com today.

‘&2 ARID-Ice”

Controlled Dehumidification

cirdh.com
I+1=E1 @)

ETL-C, ETL and CF Hated
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<> Safehold

Al

When it comes to handling your insurance, we know your bustness

Safehold Special Rusk provides you with a clear understanding of the risks involved and sohitions
needed to mn your wce nnk business. For over 15 years, we have kept more than 250 facilities sate by
being knowledgeable about the ice rink business and working with customers like you to design the

right insurance program at cost-etfective rates to S.ﬂtisf_v your needs.

Team up with us today.
Visit us today at sportsandfitness(@satehold.com or call 1-800-990-RINK (1-800-990-7465).

Products and services are offered through Salehold Special Risk, Inc., dba Satehold Special Risk & Insurance Services, Inc. in California, a non-bank insurance
agency affiliale ol Wells Fargo & Company, Coverage is provided by unalfifiated insurance companies with the exception of erop and llood insurance which may be
underwritten by Salehold Special Risk, Inc.'s affiliate, Rural Community Insurance Company,

€ 2014 Salehold Special Risk, Inc. All rights reserved, ECG-1180581
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Certified Arena Operator

Part | of 3

Certificate of Arena
Operations (CAQ)

courses help arena
managers, assistant
managers and skat-

ing and hockey di-
rectors develop the expertise to manage the many
on- and off-ice activities that take place in an ice
arena. From planning scheduling promoting and
organizing to actually delivering the program, CAO
graduates are well-equipped to handle all the tasks
required to keep the ice arena busy and profitable.

This course will be taught by the ilAM faculty and is
Part | of 3 courses required to achieve Certified
Arena Operator (CAO) status. A certificate will be
issued after successful completion of the course.

Parts 2 & 3 are available at IS| conferences.

Zamboni® remains the
overwhelming choice for
professional, private and
municipal ice rink operators
throughout the world.

Efficiency and power
without compromise. With
both fuel powered and
electric options, Zamboni
has the machine to meet
the tough demands of
your facility.

Trusted and proven
performers, Zamboni ice
resurfacers bring unequalled
quality and superior value to
the rink every day.

Zamboni Company
562.633.0751

zambaoni.com @ Frank ), Zamboni & Co., Inc. 2016

Rink Rat

Spring Conference
Educational Session
IS1 CERTIFICATION

Topics in Part | include:

* Role of the Arena Operator

* lce Resurfacer Driver Training

¢ |ce. Dasherboard and Glass Maintenance
Building Maintenance and Safety

Ice Installation and Painting

e« HVAC - Theory, Dehumidification and Lab

Other topics covered in Parts 2 and 3 include:
¢ Custodial and Housekeeping

e Financial Management - Budgeting

» Emergency Preparedness

Equipment Maintenance and Operation
Energy Management

Risk Management

Indoor Air Quality

Human Resources for Operations
Customer Service and Retention

More

ZAMMBONI

Nothing else is even close

ZANBOM and the configuration of the Zamboni® ice resurfacing machine are registered trademarks of Frank J, Zamboni & Co., Inc
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.tk il Programs, Marketing and Promotions
Educational Session '

3 Re s nla e el | of 3 Courses for Certified Rink Administrator

i e ' This management ‘
o ~ course, taught by John -
z ' Monteleone, Director
of Education for STAR,  Topics include:
is designed to help ad- « Traditional and Complimentary Programs
~ ministrators and man- « Maximizing Your Facility's Utilization
~ agers evaluate their e Creating a Simple and Effective Marketing Plan
o established facility pro- Promoting Programs through Various Media Types
gramming and maxim- Community Events and Cross Promotions
ize its’ potential growth. Attendees are provided Selling and Buying Advertising
resources to create and implement their own Sponsorships
marketing plans and examine the different media
delivery approaches of each. Special events, ad-  Other courses needed for CRA status:
vertising (both purchasing and selling), and cross  ° Human.Resource.Management
promotion of activities are also examined. A cer- * Operations and Risk Management _L,

tificate will be issued upon successful completion xRA
of the course. A, B

i — " =

[ s SERWVING THE AMERIC AN RINKS
|

|

|

|

Products Developed by
Ice Makers
for Ice Makers

Easy In Textile Logos  Super White 3000 Pro Ice Reverse Osmosis Paint Stick

Paper Stencils Liquid Colors Water Treatment Spray Systems
www.jetice.com e T
=

1-800-585-1079 @JeticeHockey

WE BRING ICE TO LIFE
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Rink Rat

MANAGING EMOTIONS AT THE RINK

Preventing Interested and Energized from Becoming Hostile
By Dr. Adam Naylor (RINK RAT REPRINT FROM 2004)

“Athletes train to avoid distraction and to remember
strategy during the heat of the battle. Spectators don’t
treat spectating like a performance task leaving them
susceptible to unregulated emotions and stupidity”.

(NEISMA Spring Conference - April 2004)

New England is passionate about hockey and fig-
ure skating. This is terrific for those in the busi-
ness of managing and owning ice rinks. Unfortu-
nately in some instances the emotion of the sport-
ing event leads spectators to disrespectful behav-
iors, hostility and, in the rare instances, violence.
Ultimately fan misbehavior hurts the quality of the
entire athletic experience and damages rinks.

Understanding some basic fan psychology and
wisely preparing your rink can make the entire

hockeylfigure skating experience excellent for the
athletes, spectators, community and rink itself. Sport
would be no fun without emotion, but it is important
to note that with increased excitement our focus is
challenged and memory banks tested.

During times of excitement, a spectator fails to see
the “big picture”, often focusing on what is most im-
portant to him or her. Clearly this could skew one's
perception of a game. Secondly, under times of high
emotion our memories do not work as efficiently as
they would when calm. Perhaps this explains the
“they should know better” phenomenon (i.e. when a
person misbehaves in a time of excitement). Even the
most schooled parents in “fair-play/respect” can
struggle with their emotions when their child is in-
jured or penalized. The bottom line is that emotion

ENERGIE

1-800-363-0931

INNOVATION c.

www.energie-innovation.com

2970 rue Halpern, St-Laurent, QC H4S 1R2

Your first choice in low-emissivity ceilings ’

ASTRO-RINK Reflective Insulation

T.514-334-3783




PDF Compressor Free Version

www.neisma.com / 1-888-234-3968 Page 15 n
matters and ice rinks can take some steps in pre- TAKE CARE OF THE FACILITY
venting fan misbehavior. « Provide opportunities for education. Generate
First, it is important to be aware that there are cer- awareness.
tain games and times when exceptional emotions e Post signs explaining and illustrating positive
are most likely. The following could be potentially cheering. Make them visible.
challenging situations: ¢« Make announcements throughout the game

(remember emotion and frustration are the
highest at the end of the games).

e« Memorable is better (see USA Hockey's “Relax.
It's Just a Game" service announcement).

e legslate.

¢ Clear rules and consistent enforcement creates
a culture of positive fandom.

With these times in mind, a wise rink manager can 4 |tis not about being an ogre. it is about maximiz-

e Rivalries

¢ High stakes games/tournament play

e Teams with nothing to lose

e Lopsided games

¢« Games with a “hopelessness”

» Teams, coaches and fans with history

begin to prevent rink disturbances. Rink managers’ ing people’s fun at the rink. No one likes abusive
responsibilities in this task start with the rink itself, parents and a rink beat up by a few disrespectful
extend to helping educate the public and, ultimately, teams.

lead to working with the community. The following « Be a part of a community based approach to
are a few thoughts to help spectators successfully healthy sporting environments,

manage their emotions:

(Continued on pagel %)
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RE-BEN({
RDS-STIC
NT-DIVIDE

The Easiest Way
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WHAT MAKES RINK MANAGERS GRUMPY?

Rink Rat

Things Done Inside a Rink Can Make Blood Pressure and Ice Prices Rise

By Harry Thompson

(This article originally appeared in the October 2015 issue of USA Hockey Magazine )

If there's one thing Eric Guzdek can't stand it's
“snot rockets.”

You know, those slimy projectiles shot out of each
nostril that affix themselves to the boards and
black mats on the benches at the Northtown Cen-
ter in Amherst NY, where Guzdek is the general

manager.

Only slightly less disgusting are those crumpled up
pieces of tissue left behind by figure skaters after
an early morning practice.

“It's funny because the figure skaters complain
about the hockey players and the hockey players
complain about the figure skaters. At the end of
the day they all learn to get along and deal with
each other’s litde issues,” Guzdek says.

“It's just one more of those things that in a perfect
world we wouldn't have to deal with. But some-
body has to clean it up, and unfortunately it's our
staff.”

For rink managers around the country, life's little
nuisances not only add up, they take away from
time working on more important things, such as
ensuring that each skater has a good sheet of ice.

According to a list of complaints compiled from
rink managers across the country, the job stretch-
es beyond controlling the ice and the facility.

There's the constant monitoring of unsupervised
youngsters who run amok under bleachers, through
the lobby and in other places where they can not
only cause damage, they can also hurt themselves or
other customers.

When rink operators are spending time removing
tape balls from toilets or replacing broken windows
after a kid shoots a rock through it it takes away
from the time that could be spent ensuring that the
quality of ice is as good as it can be. It's cases like
this that perpetuates the image of the grumpy rink

manager-.

“One of the things is that my team does is building
walkthroughs,” says Alec Hines, who runs the
80,000-square foot Edge |lce Arena in Littleton, Col-
orado. “Something might not have been broken yes-
terday, but today it could be different. | came in to-
day and our sound system wasn't working because
somebody decided to rip out all the chords. That
stuff is costly.”

T.C. Lewis, the general manager at the Aerodrome
lce Skating Complex in Houston, can't count the
number of hours his crew has spent replacing ceiling
tiles in the locker room after kids poke holes in
them with their sticks, or painting walls marked by
stick marks.

“When they win players will bang their sticks on the
wall to celebrate, and when they lose they bang
their sticks on the wall out of frustration,” he says.
“Either way the walls come out on the losing end
and then it's our job to repaint them.”

In many towns and cities across the U.S., rinks are
the hub of a community. But in non-traditional are-
as, such as Indian Trail, N.C., it's not only important
to provide great programs and great ice, it's im-
portant to present the right environment to wel-
come those customers who may have never
stepped foot inside an ice rink before.




PDF Compressor Free Version

www.neisma.com / 1-888-234-3968

Page 17 H

“We try to set the tone
when people come in.
The first message is bath-
room. You walk into a
rink and see the bath-
room that will tell you a
lot about the facility. It's a
tell tale sign.” said Mike
Mulhall, one of the own-
ers of the two-sheet facil-
ity in suburban Charlotte.

“We have customers who will tell us about being
at another rink and the bathrooms are so disgust-
ing that they had to go down the street to the local
gas station. Theyll call us to say ‘thank you' for
having clean bathrooms. We like to send that kind
of message. VWe want you to feel like you're in our
home and we want you to feel welcome.”

And that's important when you're looking to grow
the game and your business in a tough market
where consumers have multiple choices on how to

spend their time and money.

“We sell two things, that's customer service and ice
quality. Any time that we're fixing things it deters
from our ability to be more efficient doing the ice
maintenance and making our building something that
everybody wants, which is to be a great family-fun
environment,” Hines says.

It's important to note that the vast majority of
those who enter a rink treat it with respect and
help make it a fun family environment. But its a
menacing minority that inflicts most of the damage,
which ultimately leads to rising ice prices.

“Rinks are expensive venues. |t doesn't matter
where we are in the country,” Hines says. “We try
to give our customers the best possible product by
putting as much effort into our facility as we can.
We want people who come here to look at this as if
it's their home.

“We're really blessed here at the Edge to have two

(Continued on pagel¥)

Out with the old and in with the new!
Retrofit your arena to control rink humidity with Munters” FreeDry”

Now for a limited time, take advantage of the 2015 Buy Back Program where existing
dehumidification equinment can be replaced with a new Muntfers FreeDry” system at a reduced
cast: FreeDry™ is the only desiceant dehumidifier that utilizes heat reclaim From the ice plant for
100% of the desiccant rotor regeneration (netural gas and cooling fram the ice plant not reguired).

FreeDry” benefits with heatreclaim:

= Utilizes heat reckaim from ice plant for 100%
rotor regeneration

= Requires 70% less energy than gastired desiceants
* Eliminate fogging and dripping
« Improve |AQ and comfort [maniter CO levels)

- Frpvi_des space cooling far summer nan-ice activities
with integrated A/C compressors

P
{' d/EISnIutians inc.
(&

1
T
ety

www.munters.com * 800-229-8557 * Email: info@eisclutions.ca
Munters’ ice arena products are represented exclusively by El Solutions Inc.




PDF Compressor Free Version

Page 18 Rink Rat

2016 Annual Scramble Golf Tournament
Monday, April 25,2015
The Ranch Golf Club, Southwick, MA

« Shotgun start at .00 am « Prizes for Winning Team

» Scramble Format « Prizes for longest drive, closest to pin
« |8 holes plus cart « Raffle prizes

« Use of driving range « BBQ and cash bar afterwards

Awarded Top 3 Best New Upscale Public Course in the USA
Golf Digest - Listed Top 10 Best in State of Massachusetts
Golf Week - Listed Top 5 Best Places to Play
GolfWorld - Listed Top 50 Readers Choice in the USA

To register, use the form on page 5. THE COST IS ONLY For info, contact Tourney Director -

Or email info@neisma.com. $80 Eric Dursin 781-239-6088
Or call 888-234-3968.

OR $320 PER FOURSOME edursin@babson.edu

Protection Made Personal.

[nsurance from people you trust.

G&A Insurance is a premier provider of property and casualty insurance
for ice rinks. Located in Dover, NH, G&A Insurance has a staff with over
30 years experience insuring the ice skating industry. To learn more about
the G&A difference and how we can wark 1Ggei|'1&l lo meet your needs,
contact Jeff Gray ot 603-742-2644 ext. 118 or

smail idgray@gnndninsumnce_com_

ICE RINK PROGRAM COVERAGES

= Property, Crime and Equipment Breakdown Coverage

= Liability and Excess Liability Insurance

= Worker's Compensation

= Specialfy coverages including: Pollution Liability,
Directors and Officers Liability, Employment Practices Liability,
Digifcﬂ Risk Coverage and more...

www.gandainsurance.com
G&A INSURANCE, INC. 34 Dover Point Road, Ste #200, Dover NH 03820
p: [603) 742-2644 e: into@gondainsurance.com
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(From page |5 “*“Managing Emotions at the Rink’’)

e Help Mass Hockey get the word out about EF-
FORT (Encouraging Fairness, Fun, Opportuni-
ty, Respect and Teamwork).

These are just a few ideas to get you to take a pro-
active approach to protecting your rink and maxim-
izing your patrons enjoyment of the games. Few
people choose to misbehave at the rink, by provid-
ing a little education, a well maintained rink, a litde
forethought, and a bit of effort few will. “Coach”
your patrons through the “performance task™ of
spectating.

(Editor’s Note: This is a RINK RAT reprint from 2014.
Some of this content will be addressed by Dr. Naylor at

the Management Track Educational Session “Raising the
Bar” on Tuesday, April 26th.)

- MEISMA

MNEISMA is a professional service organization, organized
to provide the ice skating industry with education and
training. Since 1972 NEISMA has disseminated technical
information and conducted seminars on rink equipment,
energy, air quality, marketing, skating programs, mainte-
nance and safety. MNEISMA provides the professional
rink manager with the technical information needed to
operate a safe, efficient and profitable facility. The NEIS-
MA Board of Directors is not a testing lab for vendors
or their products. We are not responsible for vendor
representations or errors. Ve neither endorse or rec-
ommend any vendors products.

THE RINK RAT

Views expressed here in, including all articles and adver-
tising regarding any product or service have not been
approved or endorsed either by NEISMA or by the
MNEISMA Board of Directors or by the publisher of the
Rink Rat. Accordingly, they should not be construed by
anyone for any purpose as representing the policy of
either NEISMA or of the NEISMA Board of Directors
nor as an endorsement of any product or service. Arti-
cles may not be reproduced without permission.

(From page 17 ‘“What Makes Rink Managers ..."")

great youth organizations [Foothill Flyers Youth
Hockey and the Colorado Girls Select] that really
believe that this is their home. But still, kids are going
to be kids.”

With a new season already under way, rink managers
offer one piece of friendly advice that can go a long
way toward ensuring that players, coaches and par-
ents have a clean rink with great ice this year — re-
spect your local rink as if it's your own home.

“Why do you think its OK to spit on the floor at
home? Would you leave that tissue lying next to the
trash can?” Lewis asks. “Then why would you do it at
the rink?”

Top 10
Pet Peeves Of Rink Managers

With the help of STAR, USA Hockey Magazine asked rink
managers to describe their biggest pet peeves. Here is'a small
sampling of what makes them grumpy:

| - Hockey players and coaches who ignore pleas
to stay off the ice until the ice resurfacer has
safely exited the rink and the doors are closed.

2 - Players who spit on the floors, especially on the
bench, like they are outside on a baseball field.

3 - Parents who get so caught up in the game that
they allow their kids to run around the rink.

4 - Coaches who have had the same ice time slots
for 10 years and still look at a Zamboni/
Olympia driver like they are crazy when they
open the doors to resurface the ice.

5 - Smokers who throw their butts on the ground
even though there are FIVE receptacles outside.

6 - Players who just drop their bags in the middle
of the common area and walk away leaving the
floor looking like it's littered with dead bodies.

7 - Players who leave the showers running.

8 - Not flushing toilets or stuffing them with stuff.

9 - Players who flip pucks into the players’ bench,
leaving marks on the wall.

|0 - Figure skaters who use tons of tissues and
miss the garbage can on the players’ bench.

This article originally appeared in the
October 2015 issue of USA Hockey Magazine.
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CDN FERENC EAN D'-TRADE SHOW

OK, now that | have your attention, allow me to
express my opinion on the NHL's recent rant on
the lack of scoring in games. Yes, | agree that too
many games are low scoring, often ending in a tie.
But some of the proposals seem to be just plain
crazy! Make the goals bigger. Malke the rinks five
feet wider. Make the goalie equipment smaller. No!
No! No! Hockey is built on tradition. Just because
goalies are bigger and better, and players are utiliz-
ing blocking better than in the past, does not mean
the game needs to change. | happen to like the low
scoring games. It means defensively the game is go-
ing well which, unfortunately, is not what most
people believe is a fun game to watch.

Too much emphasis in the sports world is placed
on scoring Just look at college football's Heisman
Trophy. The winner is “the outstanding college
football player whose performance best exhibits...
diligence, perseverance, and hard work.” Yet not a
single winner has come from the defensive side of
the ball. You have to go back to 1949 just to find
someone who wasn't a QB, runningback or receiv-
er. Most recently there was a lot of criticism over
the Super Bowl as people said it was dull, boring
and lacked excitement Why! Because it was a su-
perbly played defensive game which, for some (like

me), was a great game to watch!

So back to my rant. Luckily there are some people
of power that say don't change the game of hockey.
If changes are made, teams will adapt - so what was
done will ultimately have no effect on the game but
will cost every facility money in order to comply
with the new rules. Coaching to tighten team de-
fense is a wonderful thing and has proven to work
effectively - so why punish that? Players have been
quoted as loving the game of today and believe it
should stay just like it is - traditional. | agree.

(Have an opinion that you'd like to share with the
NEISMA membership? We're all ears! The Rink Rat is
always looking for articles. Get published and add it to

your resume!)

#10 IT’S EASY TO GET TO - Adjacent to the

#7

Mass Pike (1-90) and |-91, the hotel is a 10 mi-
nute walk from the train station and bus termi-
nal and a 20-minute ride from Bradley Interna-
tional Airport “All roads lead to Springfield!”
IT’S AFFORDABLE - For members, the Full
Conference fee is only $150 per person if paid
by the Early Bird deadline (April Ist). Plus, the
Sheraton is only $95 per night by March 3 I st!
EDUCATIONAL SESSIONS - Choose
from ISl or STAR courses or attend the free
sessions on Tuesday including “Raising the Bar”
for managers and “Tricks and Tools of the
Trade” for operators.

CERTIFICATIONS - Both ISl and STAR are
offering certification classes at an additional fee.
NETWORKING - Regarded as the most valu-
able part of our conference by some, we have
several events for you to meet rink managers
and vendors from throughout our region to
share ideas and ask questions!

TRADE SHOW - Everything you could possi-
bly need under one roof! Learn about the
“latest and greatest” products and services in
the ice rink industry. Fifty plus (50+) booths!
SOCIAL ACTIVITIES - From our Welcome
Party to the Golf Tournament to the President’s
Reception to the After Party (plus a Cornhole
Tournament!) to the annual NEISMA Cup Hock-
ey Game. Something FUN for everyone!

SEE WHAT NEISMA HAS TO OFFER -
This event is NEISMA's annual “showcase” when
we put our best foot forward to let you know
how valuable our membership can be for you.
GET REFRESHED AND MOTIVATED -
Our speakers are very dynamic and will surely
get you refreshed, energized and excited again
about your role the ice rink industry.

AND THE #1 REASON TO ATTEND THIS
YEAR'S CONFERENCE AND TRADE SHOW.-

MEET RAY BOURQUE!
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. Choose the
imum Experts in Arena

Solutions Inc.  Management Software

Increase profitability with our MaxGalaxy cloud solution
Streamline your business processes
Reach more customers with Online Registration

MaxGalaxy Modules

Call 855-686-3493 iy SCheduling
ctivity Registration
for more Membership Management
information! Point of Sale & Inventory

League Scheduling
Online Registration
Digital Signage

— — *Plus many more

W FSTARCENTERS

i — —

We are excited to be working with a
company that is continuing to evolve
and develop software that meet the
ever changing needs of recreational
facilities!

- Beth Lenz, Kettler Capitals Iceplex
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2016 WILLIAM CHASE MEMORIAL SCHOLARSHIP APPLICATION

NAME: SIGNATURE:

ADDRESS:

CITY: STATE: ZIP:
TELEPHONE: HIGH SCHOOL:

SCHOOL HONORS/AWARDS/ACTNITIES:

HOBBIES / INTERESTS:

FACILITY / COMPANY (MEISMA DUES PAID 2015-2016):

MANAGER/OWNER'S NAME: PARENT' S NAME:

WORK HISTORY:

DATES OF EMPLOYMENT: POSITICNS HELD:

PLEASE SEND THE ABOVE COMPLETED APPLICATION WITH A ONE (1) PAGE SINGLE-SPACED ESSAY ANSWERING ONE (1) OF THE FOLLOWING QUESTIONS:

AFTER PAYROLL, UTILITIES (ELECTRICITY, NATURAL GAS & WATER) ARE AN ARENA'S LARGEST EXPENSE. MANY NEW TECHNOLOGIES HAVE BEEN INTRODUCED
RECENTLY TO ASSIST FACILITY OWNERS TO SAVE ON THEIR UTILITY BILLS.

A, SUGGEST ANY EXISTING ALTERNATIVE FUEL IDEAS THAT ICE RINKS CAN TAKE ADVANTAGE OF.

B. SPECULATE ON ANY NEW SOURCES OF ENERGY THAT MAY BE ON THE HORIZON TO EASE ENERGY PRICES.

C. DESCRIBE ANY OTHER IDEAS WHICH MAY REDUCE AN ICE RINK'S DEPENDENCE ON FOSSIL FUELS.

AN ICE SKATING RINK IS TRULY A COMMUNITY ASSET. RELATE AN EXAMPLE OR EXAMPLES OF HOW YOU, YOUR FELLOW ARENA STAFF, OR YOUR FACILITY CON-
TRIBUTES IN A POSITIVE WAY TO THE COMMUNITY IT SERVES.

FAST FORWARD TO 2065......WHAT DO YOU THINK ICE RINKS WILL LOOK LIKE.... NEW FEATURES? ... NEW MACHINERY?......WILL THE ICE STILL BE "FROZEN WA-
TER"? FEEL FREE TO THINK OUTSIDE THE BOX.

ELIGIBHITY

THE NEISMA 2016 WILLIAM CHASE SCHOLARSHIP IS OPEN TO EMPLOYEES AND CHILDREN OF EMPLOYEES OF 2015-2016 NEISMA DUES PAID ORGANIZATIONS (RINKS
& VENDORS ALIKE). STUDENTS SHALL HAVE WORKED A MINIMUM OF TWO SEASONS IN A NEISMA MEMBER ORGANIZATION OR THE STUDENT'S PARENT SHALL HAVE
WORKED A MINIMUM OF 5YEARS IN A NEISMA MEMBER FACILTY OR COMPANY, STUDENTS SHALL BE HIGH SCHOOL GRADUATES AND BE ENROLLED INTO AN AC-
CREDITED COLLEGE OR UNIVERSITY THE IN FALL 2016

CHECKLIST
A COMPLETE APPLICATION SHALL CONSIST OF THE FOLLOWING:

ABOVE FORM WITH ALL INFORMATION COMPLETED

LETTER OF RECOMMENDATION FROM NEISMA MEMBER (FACILITY MANAGER, BUSINESS OWNER, ETC.) WHICH INCLUDES YOUR RELATION SHIP WITH THEM
MOST RECENT HIGH SCHOOL / COLLEGE TRANSCRIPT
ESSAY FOR OME (1) OF THE ABOVE QUESTIONS

APPLICATIONS SHALL BE POSTMARKED NO LATER THAN MARCH 31. 2016.
SEND TO: NEISMA, PO BOX 290595, WETHERSFIELD, CT 06129.
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NEISMA Membership Registration

$150 per Rink, Vendor, Organization or Individual Member September |, 2015 — August 31, 2016
Renewal Memberships: Justfill in name, rink/vendor, and any needed changes.

New Membership: Please fill out entire form.

RINK, VENDOR or Friend : {Account mame)

RINK or VENDOR Primary Contact:

Last First
ADDRESS:

CITY: STATE: ZIP:

TELEPHONE: ( ) - EXT:

FAX: ( ) - Website:

Email Address:

What category best describes your organization/business:

PUBLIC / NON-PROFIT RINK VENDOR
PRIVATE/ FOR-PROFIT RINK OTHER:

COLLEGE/ UNIVERSITY RINK

PREP SCHOOL RINK

About Y our Facility:
Year Built Number of Surfaces:
Surface | - Months per Year in Operation: Surface 2 - Months per Year in Operation:

What key issues would you like NEISMA to focus on?

Annual Membership Fee ($150) payment options:
Mail this form with check or credit card info to: NEISMA, PO Box 290595, Wethersfield, CT 06129

Email scanned form with credit card info to: email@neisma.com
Eax this form with credit card info to: |-888-234-3968.
Credit card MC / Visa / / /
{Cirde)
Expires /20 3 Digit V-Code CCZip Code
Month Year

Billing addre ss:

Name on card: Signature:

For an INVOICE, please contact us. (1-888-234-3968) email@neisma.com
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PO Box 290595
Wethersfield, CT 06129

2016 Spring Conference
&
Trade Show

'WE BRING ICE TO LIFE®

:._nl';:ARID'Dry“
A Ect 0 North East Ice Skating Managers Association
PLATINUM SPONSORS W RETS R EBH | -888-234-3968

2016 Spring Conference and Trade Show

RAISING THE BAR

Fostering a Culture of Mutual Respect

SENSE OF PRIDE
PROPER ETIQUETTE
COURTESY AND RESPECT

ICE RINK STANDARDS
| %% ©

“sense of entitlement” D Cistomer Y

“unacceptable behavior”
“endemic 'i_.‘o thd&industry"




