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Well, for nearly three years the Lodge Operations Department has managed to fly under the 
radar.  I suppose I knew this day would come.  The day when the Director of Lodge Operations, me, 
would stand before this distinguished assembly, you, and deliver the first ever report of the Lodge 
Operations Department to a general session of the Supreme Lodge. 

Some of you may be thinking to yourselves, “I didn’t know there was a department called Lodge 
Operations.”  If you’re among the three-quarters of the Lodges that we have thus far not been able to 
provide assistance on a regular basis, that’s understandable.  If you’re from the other 25% of the Lodges, 
I personally think that’s great. 

After all, Lodge Operations doesn’t exist for the purpose of touting our own success.  It exists to 
assist Lodges in being able proudly proclaim their success.  We strive to “partner” with Lodges.  
“Partner” by definition, united or associated with another, or others, in an activity or a sphere of 
common interest.  An ally!  

Again some of you may recall prior alliances between the Lodges and Moose International.  
Could any Lodge Secretary not anxiously await the next visit by the bubbly and vivacious Supreme 
Lodge Auditor Art Gray.   

He had all the grace of a bull in a china shop and the affectionate disposition of a grizzly 
prematurely aroused from slumber.  While it’s not always an easy thing to say, I loved Art.  His spirit, 
wisdom, experience and concern for bettering our Lodges and our Order, and ensuring that our 
philanthropic endeavors at Mooseheart and Moosehaven will survive in perpetuity, is shared by those on 
the Lodge Operations staff today, albeit, in most cases, with a little less exuberance. 

When we say, “we’re here to help,” unlike other groups that examine books and records, who 
shall remain nameless, we do mean we are here to help.  We are continuously striving to assist Lodges 
in meeting their fraternal and financial obligations to the Order, their members, and their communities. 

Unlike several years ago, there is now no charge to the Lodge when a Deputy Director of Lodge 
Operations or Senior Operations Analyst visits.  Another change from prior eras, is that the Lodges’ 
officers in a field staff member’s Primary Lodge territory can no longer seemingly agree with 
recommendations from our Analysts, then ignore implementing changes that could prove vital to the 
Lodge’s long-term survival, confident that they won’t see the Analyst again for many years.   

Each member of our staff now principally assists about 30 Lodges, which we refer to as their 
“Primary” Lodges, in most cases, Primary Lodges are located not more than two hours from a Senior 
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Operations Analyst’s home.  This allows for frequent, often unannounced, visits to observe the Lodges’ 
operations not just at meeting times, but also at various times and differing days throughout the week.  
Frequent contact with the Lodges and officers also enable Senior Operations Analysts to better 
understand the unique challenges facing each individual Lodge.  

The close proximity to their Lodges also affords our field staff the opportunity to provide, when 
necessary, individualized assistance and task specific training, often at times that are more convenient to 
the Lodges’ officers, employees and volunteers than was previously possible.   

Additionally the field staff members have the flexibility to establish their own schedules based 
upon the needs of the Lodges.  This has meant, in an admittedly extreme situation, that one Lodge 
received onsite assistance from a Senior Operations Analyst, nearly every day, for almost a month.  
Lodges in an Analyst’s territory that are meeting the expectations and obligations they swore to uphold 
upon accepting a Lodge Charter might receive rather infrequent visits, merely to ensure they are 
continuing on a proper course and to recognize them for their efforts. 

Our Lodge Operations field staff is currently comprised of 15 men and women.  Three are 
Deputy Directors of Lodge Operations and 12 are Senior Operations Analysts.  We expect to expand this 
staff to a total of 20 during the current fiscal year and ultimately hope to be able to provide this level of 
support to virtually every Lodge in the Order.   

Senior Operations Analysts must have a comprehensive knowledge of QuickBooks.  Most bring 
prior experience in Lodge and/or Social Quarters management or other food and beverage establishment 
experience.  All of them share an understanding of our Order’s laws and possess a genuine love for the 
Moose fraternity.  If this sounds like you, visit the www.mooseintl.org website and click on Moose 
Employment Opportunities for more information or to apply for one of these positions. 

Our paid field staff could not have achieved the results they have without a little help.  Okay, a 
lot of help.  We currently have over 100 volunteer Operations Analysts assisting our Deputy Directors of 
Lodge Operations and Senior Operations Analysts in capacities varying from completing annual Lodge 
Operations Surveys, to observing and assisting Lodges in the conduct of proper meetings, and even 
evaluating profitability in the Social Quarters operations and identifying areas for potential 
improvement.   

I would believe that some of these volunteer Operations Analysts are here today and I invite 
them to stand at this time and be recognized.  Thank you Brothers.  The service you are rendering to our 
Order is truly priceless. 

While I will definitely shed some more light on the accomplishments of our field staff, there is 
just a little bit more to our department.  In fact, the portion of our operation you don’t see inside the 
walls of your Lodge Homes has likely touched nearly every Lodge. 

You could never pick them out of a lineup, but many of you will recognize the names Michael 
Robinson and Jo Mitchell.  These two dedicated individuals comprise our entire technical support staff, 
one of the hidden functions of Lodge Operations.  Jo principally assists our Lodges, Chapters and Moose 
Legions with QuickBooks functionality, while Michael spends the bulk of his time helping them resolve 
program and network configuration issues.  They are back at the Supreme Lodge Building, assisting, 
probably no one, because we’re surely all here. 

Also back on the Mooseheart campus is my Secretary, Nancy Kaltenecker.  In addition to the 
typical duties of a secretary, Nancy serves as the Receptionist for the Supreme Lodge Building.  In this 
capacity she greets visitors to the building and receives overflow calls from all departments.   

Over the years, many of you have probably spoken to her as she previously assisted with the 
administration of the Community Service and Youth Awareness programs.  While those functions are 
now handled in the Membership Department, Nancy currently plays a significant role in the 
administration of the Moose of the Year, Premier Lodge Award, Governor’s Award of Excellence, and 
other recognition programs under the Lodge Operations Department. 

Speaking of recognition programs, I’d like to remind you that the Moose of the Year and Rookie 
of the Year nomination forms, that were due yesterday, are the last of these nominations that will also 
serve as nominations for the Shining Star Awards.  The Shining Star Program will come to an end, after 
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a quarter century, culminating with the final presentations next year at the International Moose 
Convention in Milwaukee, Wisconsin.  Information regarding new recognition programs will be shared 
during upcoming Moose Association meetings and at next year’s International Moose Convention. 

The Moose of the Year will continue to be a Lodge level recognition program supported by the 
Lodge Operations Department.  Submission of a Lodge’s Moose of the Year remains a requirement of 
the Premier Lodge Award program.  Certificates will be printed acknowledging each Lodge’s Moose of 
the Year and distributed through the Regional Managers. 

I hope that you’ve already had a chance to stop by the Lodge Operations booth in the display 
area and find out which Lodge Governors earned the Governor’s Award of Excellence for the 2011-
2012 fiscal year.  Congratulations to the 119 Governor’s who earned this award, including a Life 
Membership and the distinctive diamond lapel pin. 

Just like Lodges not announced as Premier Lodge Award recipients or announced at a lower 
level than anticipated, 2011-2012 Governors not appearing on the list may appeal the results in writing, 
or by e-mail to dobrien@mooseintl.org.  Appeals must be received on, or prior to Friday, August 3, 
2012. 

Now where was I before we took this little side trip to recognition programs?  Oh yeah, Lodge 
Operations staff on the Mooseheart Campus.  That would leave, other than myself, just one more person 
to recognize.   

The newest addition to the Lodge Operations staff is probably no stranger to most of you.  
Having once served as our Director General, we were fortunate to be able to lure him from semi-
retirement to serve as the Assistant Director of Lodge Operations, Donald Ross.  Don’s focus is to 
propose, and subsequently administer, programs that maximize the timely receipt of funds due Moose 
International from our Lodges.   

Don routinely discusses the challenges facing individual Lodges with the Lodge’s officers to 
establish plans to meet their financial obligations.  In some cases, Don has helped officers identify areas 
of the Lodge’s operation that provide additional opportunities for cost savings, or revenue enhancement, 
just through talking to them on the phone. 

Let’s wrap this all together.  We have 15 paid staff and over 100 volunteers in the field, along 
with a handful of support staff at the Supreme Lodge Building in Mooseheart, assisting primarily 454 
Lodges.  To what end you may wonder. 

While our mission is broad, basically improving any and every area of a Lodge’s operations, our 
measurable goals are few.   

First, we strive for Lodges to increase their active members through a two-pronged approach of 
retaining more current members and supplementing their membership by recruiting sufficient new 
members to attain their goals. 

Increasing Lodge giving in support of Moose Charities is our second goal.  Understanding our 
fraternity’s mission to aid children and senior Moose members in need can help a Lodge establish a 
foundation to build upon.  A publicized goal of increasing donations to these worthy endeavors can 
solidify the bond of members working together in support of a common good. 

Thirdly, we strive to enable Lodges to reduce their indebtedness, if any, to Moose International.  
While some might think this is a near impossible task, improvement in a single, critical area, 

tends to be key in achieving all of the above goals.  That critical area is Social Quarters profitability.  
While achieving profitability can be challenging, it’s not rocket science.  To over simplify, it’s as easy 
as one, two, three.  One, ensure pricing is correct based upon costs.  Two, ensure expenses are controlled 
and within established guidelines.  Three, boost member participation to achieve or increase profits.  
That sounds easy enough, but in reality it’s far from easy. 

The greatest challenge we face is not dealing with theft and deceit, as many members think.  It’s 
actually convincing some Lodge officers that, “they don’t know, what they don’t, know”.  In too many 
cases as long as the Lodge’s doors are not bolted shut and the lights still come on when they flip the 
switch, everything must be fine. 
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Our Senior Operations Analyst visits a Lodge, attempts to determine if the financial entries are 
accurate and representative of the Lodge’s operations, then proceeds to attempt to establish if pricing, 
expenses and profitability are meeting the minimum expectations of the Lodge Operations Department. 

In some instances, inadequate records have been maintained, and/or regular inventories of 
saleable merchandise have not been taken, to determine how much it costs a Lodge to remain open while 
providing the current levels of member services and activities.  In these cases the Analyst immediately 
outlines a strategy to be implemented by the Lodge’s officers that will enable an accurate analysis of the 
Lodge’s financial operations to be performed on the next visit.   

During the next visit a detailed analysis of the operations are made and the information is shared 
with the officers.  In many cases, this analysis results in statements akin to wow, we never realized that 
we lost, or made, that much money.  The Senior Operations Analyst next teaches the officers how to 
monitor their Lodge’s operations on an ongoing basis.  When accounting software like QuickBooks is 
used constantly and properly, many tools to simplify the evaluation of our Lodge operations are placed 
in the hands of our Lodges’ officers.  Then it’s back to 1-2-3. 

I said a few moments ago that making the Social Quarters profitable was likely the single most 
important factor in attaining other critical Lodge goals like increasing active members and giving to 
Moose Charities, as well as decreasing indebtedness to Moose International.  That’s because in our 1-2-
3 plan, increasing activities and participation includes more than just adding another dinner each month.   

Some might say, another meal function, or two, or ten, each month is the answer.  This might in 
fact, be a part of a strategy, combined with specially promoted functions, like guest speakers, sporting 
events, group reactivation efforts - contacting expired members and encouraging their return to active 
status - or any number of other reasons provided to members to attract them to the Lodge Home. 

Assuming, we properly planned the added events, and promoted them adequately, for several 
weeks or preferably several months, we will have an increase in member traffic through the Lodge 
Home.  Please remember, that an important part of increasing profits is increasing repeat business.   

A while back there was a member retention, or more appropriately member reactivation, 
program called the Big C, Conservation Club.  Well the Big C, or now Cs, remains critical in building 
profitability and increasing membership even today.  The Big Cs are Cleanliness, Courtesy and 
Consistency.  You could probably suggest other applicable Cs, but for now, we’ll focus on these three.   

Cleanliness must be maintained inside and out in every area of the Lodge Home and grounds.  
Courtesy and prompt, professional service must be demanded from our employees whether paid or 
volunteer.  Consistency in the quality of product, service, and experience must be maintained.  Only 
when these three Cs are in place can we expect our biggest C, our Customers, our members, to return on 
a frequent basis.   

In the Moose Lodge, profitability and membership growth should be an endless circle of life.  If 
profits are rising, members are likely happy and happy members invite more of their friends to join with 
them in Moose membership and activities.  If membership is therefore increasing, increased 
participation should result in rising profits and the cycle continues.  As long as the cycle continues, more 
funds are available to decrease any indebtedness to Moose International, and as long as the cycle 
continues, more members are present at Moose functions thereby increasing contributions to the 
Endowment Fund.  Some portion of these members will likely also make donations on their own, 
directly to Moose Charities. 

A growing membership presents the opportunity to boost participation on fraternal functions as 
well.  Committee Chairmen can call on new members to assist in activities.  Hopefully, some of these 
members will go on to chair committees of their own. 

Invariably, at some point there is a disturbance in the force, resulting in profits and/or 
membership to plateau or even decline.  The officers should be the first to notice the changing trend, but 
if not them, then surely the Auditing Committee should identify changing trends early on.  Another 
function of our Senior Operations Analysts is to ensure an Auditing Committee is in place, to train these 
individuals to perform their duties and to follow up on the activity of the Auditing Committee in each of 
their Primary Lodges.   
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Change is inevitable and necessary.  Without change, members eventually become complacent, 
bored and apathetic.  The relief for this is too often, to go somewhere else. 

Consistency, one of our Big Cs, is what allows us to make changes and to be able to reasonably 
determine what effect a change has on participation, member satisfaction, and profitability. 

The Loyal Order of Moose achieved a gain in active members in the Create Some Interest 
campaign year.  While 851 Lodges experienced a gain in active members last year, the overall gain for 
the fraternity was a team effort and could not have happened without every Lodge playing a critical role.  
I have, perhaps fortunately, never heard an incoming Governor, proclaim a goal of decreasing active 
members during his term.  Without every Lodge’s best effort during the past year, regardless of their 
actual degree of success, you would have heard a much different story during the course of this 
convention. 

If, your Lodge is one fortunate enough to be served by a Senior Operations Analyst, you have a 
partner who has made this journey with other Lodges countless times before.  A partner committed to 
cheering you on in your success and helping you up and nudging you forward when you get knocked 
down.  They are partners who can share prior personal experiences, as well as the triumphs and 
tribulations experienced by other Lodges in similar circumstances as you may find your own.   

Can this partnership between Moose International and our Lodges really make a difference.  I 
think so, and the numbers seem to bear this out.  During 2011-2012, the active members in the 1,182 
Lodges not receiving regular assistance from the Lodge Operations field staff collectively reported a 
decrease of 2,889 active members.  During the same period, the 454 Lodges receiving our support 
experienced a gain of 2,726 active members. 

The success was not limited to just active members.  As described in the oversimplified process 
outlined in this report, increases in profitability and membership lead to attaining other goals as well.  
These same 454 Lodges, roughly 28% of the fraternity, accounted for 38% of the overall decrease in 
indebtedness to Moose International and were responsible for 41% of the total increase in Lodge giving 
to Moose Charities.  The Lodges receiving the support of a Senior Operations Analyst outperformed the 
other Lodges by 15% to 22% in each of these three key metrics.   

Earlier in this session, you heard the names announced of 281 Lodges that were recipients of 
Premier Lodge Awards.  Primary Lodges earned 111 of those awards.  That’s roughly one of every four 
Primary Lodges earning one of these prestigious awards compared to just one of every seven Lodges 
that are not currently receiving ongoing support from the Lodge Operations field staff. 

This is by no means an indictment against the Non-Primary Lodges.  Rather, I believe, this a 
testament to what can be achieved when our Lodges and Moose International work side by side, in 
partnership, focused on a common mission to aid children and senior Moose members in need, make our 
communities better places to live and to celebrate life. 

Heard of Moose?  I have, and it’s a story growing louder by the moment, as you, and I ensure the 
Moose is heard. 

Thank you Brothers, this concludes the report of the Lodge Operations Department. 


