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BOCC Recommendation

Action Item: “The Board-Owner Communication Committee will draft elevator speeches for the frequently asked questions in the Board-Owner Communication Plan.”
For reference, Communication Plan excerpt on FAQs:
[bookmark: _Hlk87650880]“The Board wants to prepare to answer Owners’ FAQs so we can provide consistent information. To do this, the Board will:
· Use the GM’s FYI Reports as a key source of information on current Co-op operations
· Develop “elevator speeches” for perennial FAQs, such as:
· What does the Board do?
· What are the Ends?
· Will the Co-op be expanding to [insert town/city]? When?
· What makes the Co-op different from any other grocery store?
· Why is the Co-op so expensive?
· When should I direct a question to the Board vs the staff?”

Draft answers (for consideration)
Executive Summary:
15-second “elevator speeches”: These are concise answers to convey the most important information quickly, as though you only have until the elevator gets to the next floor to answer. Board members are definitely not expected to memorize these answers. The purpose of refining these answers is to help the Board get as close as possible to providing a consistent, agreed upon answer to common questions.
These questions will also be added to the Board Handbook to bring incoming Board members up to speed.
60-second answers/answers for Board info page: These are longer, more detailed answers for when you are able to give a longer answer. There is no expectation to memorize them either; the purpose of these answers is to provide interested Board members with a crash course in more detailed answers to these common questions. 
They will also be added to the Board Handbook to bring incoming Board members up to speed and to the Board Information page on the Co-op website for interested Owners.
The committee also recommends disseminating these FAQs via the Co-op newsletter.

If you strongly disagree with any part of these answers or think they could be improved, speak up! The committee is confident in these answers but welcomes all feedback.

What does the Board do?
15-second elevator speech:
The Board safeguards the Co-op’s future. The Board supervises the General Manager (GM) and the Co-op’s performance, and provides strategic vision for the Co-op’s long-term future.
60-second answer/for Board info page:
The Board serves as fiduciaries to safeguard the Co-op’s future on behalf of the Ownership. The Board supervises the General Manager (GM) and the Co-op’s performance, and provides strategic vision for the Co-op’s long-term future.
Tasks related to supervision of the GM and the Co-op’s performance include
· setting GM compensation
· monitoring financial performance
· monitoring progress towards the Co-op’s Ends
Tasks related to providing strategic vision for the Co-op’s long-term future include
· communicating with the ownership about their values and priorities
· assessing the local business landscape, grocery trends, and available technologies
· determining what is feasible
· setting strategic direction
--
What are Ends?
15-second elevator speech:
The Co-op’s Ends are like a vision statement—they’re the Co-op’s long-term vision for the difference it will make in the lives of its Owners and in our community. The Ends are rooted in the core values of the Co-op’s Owners and are overseen by the Board. You can find the Ends online and in the store! (or recite them from memory, if you’re impressive like that):
“The Moscow Food Co-op is at the heart of a thriving, healthy, and inclusive community where a) we embody and embrace cooperative principles and values and b) all community members have local access to environmentally friendly, socially responsible, and healthful choices.”
60-second answer/for Board info page:
[Insert Ends graphic] [image: ]
The Co-op’s Ends are like a vision statement—they’re the Co-op’s long-term vision for the difference it will make in the lives of its Owners and in our community. The Ends are rooted in the core values of the Co-op’s Owners and are overseen by the Board.
The Ends are established and periodically updated by the Co-op’s Board of Directors. The Board communicates the Ends to the Co-op’s General Manager (GM) to provide clear direction for what the GM and the staff should plan and work towards. The Board routinely monitors the Co-op’s progress towards the Ends and holds the GM accountable that progress is adequate.
We use the term “Ends” instead of “vision statement” because Ends are part of “Policy Governance”, the governance framework that the Board practices. You can learn more about it here! [link]
--
Will the Co-op be expanding to [insert town/city]? When?
At this time, the Co-op does not have enough financial reserves to pursue a second full-size location. However, the Board is interested in identifying other ways for the Co-op to expand its services to better meet the needs of Co-op Owners who do not live in Moscow. If you have an idea or desire for expanded services outside of Moscow (or in Moscow!), please share them with the Board!
--
What makes the Co-op different from any other grocery store?
15-second elevator speech:
The Co-op isn’t just about profit; it’s about supporting our community and our local economy. And that’s because it’s owned by our community; the Co-op is democratically controlled by thousands of owners, who are everyday shoppers. Come join us!
Long answer/for Board info page:
The Co-op isn’t just about profit; it’s about supporting our community and our local economy. And that’s because it’s owned by our community; the Co-op is democratically controlled by thousands of everyday people from around our area.
The Co-op exists for the purpose of meeting the needs of its Owners and the broader community, and this guides everything it does:
· The Co-op listens to feedback and adjusts its product mix and operations to better meet the needs of its customers.
· The Co-op is engaged in the community, donating time and money to local organizations.
· The Co-op works to improve accessibility to healthy food for all members of our community, including those who are most in need with discounts like FLOWER. [Link]
· The Co-op cares about our environment and prioritizes sustainability in its operations and in its product selection.
· The Co-op is democratically controlled. The Board of Directors is elected from among the owners and oversees the General Manager and the operations of the Co-op. Any owner can run for the Board, and every owner’s vote counts the same.
· The Co-op doesn’t exist to make a profit; if it makes more in profit than it needs to reinvest in the business, it returns that money to the owners.
· The Co-op is a local business incubator, prioritizing local producers and artisans. The Co-op doesn’t charge for shelf space, making it more affordable for entrepreneurs to sell at the Co-op and break into the market. This also means you’ll find more local variety at your Co-op!
There are so many great reasons to shop at the Co-op and become an owner!
--
Why is the Co-op so expensive?
[This question is seldom literal; the question behind the question is usually, “Why don’t you offer low-cost conventional options?” Research shows that many shoppers prefer to have the choice to buy Organic/specialty options for some grocery items and conventional options for others, and wish food co-op’s sold certain conventional options they like. Our default answer anticipates this underlying question, but it’s always a good idea to ask the other person to elaborate before answering.] [This paragraph would appear only in the Board handbook version of FAQs.]
Long Answer/for Board info page:
The single biggest factor is that the Co-op doesn’t carry many low-cost conventional (non-Organic) items. But why is that?
It’s because the Co-op isn’t just committed to offering products that are Organic, environmentally friendly, local, and/or fair trade—it’s committed to offering a variety of those products. That variety takes up a lot of shelf space, and there’s simply not enough room left to offer many conventional items as well.
However, the Co-op is also dedicated to making its products as affordable as possible, with:
· discount programs
· budget-friendly Organic products
· generally striving to keep prices down—in fact, when comparing identical packaged products, the Co-op consistently has the best prices compared with Safeway and Rosauers/Huckleberries! 
The Co-op doesn’t exist to make a profit and works hard to control costs so it can pass those savings onto customers. If you have an idea for how the Co-op can be more financially efficient while staying on-mission (for example, charging for bags), please share it with the Board! We are all ears.


--
When should I direct a question to the Board vs the staff?
For Board info page
Broadly speaking, questions & suggestions regarding the Operations of the Co-op should be directed to the Co-op's Management Team, and questions & suggestions regarding the Values and Long-Term Vision of the Co-op should go to the Board of Directors.
Operations Examples:
· Products We Carry or Could Carry
· Product Sourcing
· Product Availability
· Deli Food & Drink
· Store Layout, Aesthetics, Decoration, Cleanliness
· Customer Service
· Packaging and Sustainability
Values and Long-Term Vision Examples:
· Co-op Values & Priorities
· Co-op Accessibility
· Workplace Practices
· Co-op Expansion & Growth
· The Co-op's Ends
· Co-op Democracy
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