Boarder Happiness Inquiry Spring 2009

RESULTS
“On no wait!  I didn’t fill mine out yet!  I figured you’d never read them and just shred them into stall bedding anyway!!”  LET THIS BE A LESSON TO YOU!!!!  (  We really do read ‘em, we really do use them, and we really do make changes based upon them…. Which our long-time boarders already know, because they’ve seen us do this before!  So next time, have more faith Young Grasshopper… 

FAVORITE TANGIBLE THING ABOUT LFF:

Multiple Arenas 





16 %

Fantastic Footing





14 %

Trails







11 %

Location/ Scenery / Mt Diablo



10 %

Stall quality (clean, safe)




9 %

Professionally Run / Clean and Uncluttered


9 %




Covered Round Pen





6 %

Doris







4 %

Other (including but not limited to Well Drained, Great Feed, Full Service, Multiple Disciplines, Pete the Rooster, and Jim & Mariah)

21 %

FAVORITE INTANGIBLE THING ABOUT LFF:
Friendly, Peaceful Atmosphere / Homey


36 %

The People






22 %

LFF is owned by people who ride / know horses

12 %

“Happy Horses”





11 %

Overall horse care





7 %

Having Fun is supported




7 %

Serious Pursuits are supported



5 %

THINGS PEOPLE SAID THEY WOULD CHANGE IF THEY OWNED LFF THAT ARE GOOD IDEAS:
“Leave the hay that my horse has not eaten”
We completely agree with you, and have just done two stall-cleaner re-trainings to this effect

“Better wash rack drainage”
This is our SOREST spot because the County made us do the racks the way they are, and we hate them, and they drive us crazy.  We are continually pursuing a better solution.

“Attach mesh to Round Pen better so it does not flap or blow”
Good idea!

“Replace burned out lights in aisleways and arenas”
Absolutely.  The thing is, they are like a million feet high.  In order to replace them we HAVE to rent a scissor lift (costing about $600 overall each time) so this is only done once or at most twice a year.  The next scheduled time is the week of Feb 23.

“Limit the duration of turnouts.  Sometimes I see horses in there for 2+ hours.”
Hmmm.  We have never done this but it sounds like we need to give this some thought.

“Post some arena rules.”
Yes, the next time we get some professional signs made we will probably do this.

“More flowers”
We agree!  The urgent always gets in the way of the important but we LOVE flowers and landscaping and look forward to developing this side of LFF more and more in the coming years (along with more seating areas)

“Less water in the Covered Arena”

Yes, yes, the Reiners (and a few other people) have been heard! Old habits die hard but we have been asking everyone to water the Covered Arena less often…

“Less water on the roadways especially when it is cold”

Amen!!  Words after Mariah’s own heart.  Please go and say this to Jim, Storm, and Salvador, would you??  (
“Nail down roofs better on old barns”
Yes, we agree.  Much harder done than said, MUCH harder, but on the list.

“Fix light switch boxes in arenas”
We have officially abandoned hope in The Flaky-Butt electrician who was the originally contracted guy for the whole facility, and an appointment was had on 2/14/09 at 10 am with The New Guy who will finish all of these dangling participles the week of Feb 23.

“Install floodlights for the uncovered Round Pen.”

Good idea!  We told The New Guy to do that too….

“Ask everyone to fold their blankets so they are not heaped all over.”
Good idea!  CONSIDER YOURSELF ASKED.  And we will train Ramon on this…

“Post a Turn Out schedule for boarders to use.”
We’ve brainstormed on this in the past, actually, and really can’t come up with a practical way to do this that would realistically work.  If you think you can come up with one, and think through all of the pitfalls first, then please tell us about it!!!

“Maintain the cross ties neater.”
Great idea!  Have at it.  We do drive around and re-distribute pitchforks etc. that for some reason wander around, and we do routinely hose/clean them out, but frankly boarders need to sweep up after themselves better every single time they use a crossties.  Sigh.

“Drag the Turnouts to prevent holes etc”
Yes, we agree, and we actually do do this.  To do it correctly requires that we remove all electric tape and shut down all turnouts, so we can’t do it as often as we’d like (in a perfect world?  Probably once a week!)  Regular hand raking should probably happen more though…. We will need to prioritize that.

“Allow jog-trotting in some areas by all”
Well here’s the problem:  Where is safe?  Back by the South Turnouts seems pretty good…. But then horses in the turnouts will explode, and you will get bucked off, and frankly we don’t want people getting hurt.  By the Shedrow or by the hay barn?  Too close to arenas – it will set off horses in the arenas and that is unfair to riders.  In front or back of Main Barn??  Again, will probably set off horses in stalls or being led down barn aisles, not to mention dangerous with people unexpectedly driving cars around corners.  The problem is the adorable clippety-clop of hooves… when the sound is from a hard surface it sounds like a runaway horse and the horses listening go WILD!!
“Accept automatic payments”
We DO accept automatic payments; in fact, a lot of people pay via automatically mailed bank checks.  We do not accept Visa/Paypal for the simple fact that then we have to pay 3-4%... Does everyone want a 3-4% board increase just to cover Visa’s profits?  Didn’t think so!

“The hay quality and quantity changes from feeding to feeding”
Yes, this is sometimes true.  We have re-trained all of the feeders yet again this week.  As far as quality, this is a side effect of Grass Hay…. To be discussed again later.

“I would change to normal sized shavings from the micro-flakes.”
A number of people said this, and they had specific reasons why, and FYI they are actually essentially the same price!  So tell you what, in the next delivery or so we will be changing back to the “normal sized” shavings – how about that!?  (
________________________________________________________________________

THINGS PEOPLE SAID THEY WOULD CHANGE IF THEY OWNED LFF THAT THEY REALLY ACTUALLY WOULD NOT IF FACED WITH REALITY:
“I’d put different footing in the Turnouts.”
No you wouldn’t.  “Hog fuel” (as wood chips are called everywhere else) is widely used for good reasons…. It is free, it keeps down dust, and most importantly THE TURNOUTS CAN BE USED ALMOST EVERY DAY OF THE YEAR.  That’s really the most important one to us – sure sand is nice, but wouldn’t it suck to only have turnouts half the time?  We are on Clay here, so the drainage is really, really bad.  Things like sand that could possibly work elsewhere cannot work here.

“I’d do three feedings for all horses”
If you recall, we DID used to do that, but in order to make it actually feasible to feed 150+ horses we had 2 of the three feedings as pellets (lunch was hay only.)  Personally we still like that way better, but we were outvoted by our boarders on a previous Boarder Happiness Inquiry.  It takes almost 2 hours to feed all of the horses with hay, so you see three feedings is really one person’s full time job.  Is that still possible?  Sure – but everything comes with a financial cost and we feel people would rather have two feedings than a set higher board cost to cover a third feeding they may not need… And for those who don’t mind a set higher board cost for a lunch feeding,  you  have that now by paying for lunch!

“I’d put an emergency landline phone in each barn”
No you wouldn’t.  First off, wiring the barns would be hugely expensive.  Second off, just imagine the phone bills from people calling their grandma on LFF’s dime!  And really, everyone has a cell phone anyways.

“I’d let people clean their own stalls”

If there is one place where we have a clean conscience, it is with this issue.  We have tried and tried to accommodate people with this request for four years.  First we just let people do it, then we let people do it if they only removed pee and manure, then we let people do it if they just put it in the corner and didn’t actually take it out of stalls, then we let people do it if they absolutely never ever added new shavings, then we let people do it as long as they only removed just poop piles…  We’ve even had “Boarders Who Want To Stall Clean Meetings” in the office.  At this point, it’s just over.  Finished.  Kaput.  People just cannot stop themselves from wasting shavings, over cleaning, and over bedding.  It’s a form of OCD called EBOCD-$$LFFD (Equine Bedroom Obsessive Compulsive Disorder Minus Money for Leap of Faith Farms Disorder) Contrary to what you may believe there is just a teeny margin per horse in the horse boarding industry, and we have quite honestly had people here who COST us per month for the pleasure of their company, because of their extra shavings / manure disposal consumption (while I am indeed prone to what Jim calls “exaggeration” and what I call “artistic embellishment”, this is actually a true factual statement.)  Rather than pass this on to everyone else, we feel it is fairer to stop the small percentage who want to do this.  And the final reason is, the stalls here are way cleaner and better bedded than anyplace else by a landslide – even nice, expensive places. Don’t believe us?  Take a look for yourself, don’t just take our word for it.  Okay wait – we take that back – StillWater in Danville is actually much better.  Their rate is $2000 per month, so please feel free to move there if you want better stall cleaning and more shavings!

“I’d let people have more than 1 saddle and 1 bridle in the tackrooms”
No you wouldn’t.  The practicality of it is that there is just not enough room.

“I’d install stall guards on each paddock so they could look out at the rain.”
No you wouldn’t.  There are 98 stalls (not counting the pipe barn) with paddocks.  Stall guards cost about $125-$150 each.  That’s $12,250 to $14,700 just for materials (not counting lots of labor!) and frankly there are just better things to buy for that money.

“I’d put mirrors in one of the other outdoors arenas also”
No you wouldn’t.  Not only does the full span of mirrors like we have cost almost $15,000 (yes, that number is correct), but also horses cannot jump into oncoming mirrors.

“I’d install personal tack lockers for everyone.”
No you wouldn’t.  First off, expense (at 164 stalls you are talking anywhere from $24,600 to $50,000 for whole facility.)  Second off, room.  

“I’d have pasture boarding available.”
Ummm… where?  

“I’d leave vaccinations up to owners to do by themselves with confirmation”
No you wouldn’t.  Think about it – it’s a bloody nightmare.  You would have to verify 150+ horses twice a year.  If it only takes you three minutes per horse that is 15 hours of your time.  But it’s NOT three minutes per horse!!!  It’s probably more than three minutes per horse NOW and that is with the Vaccination Clinic.  Why??  Because people (besides you) DON’T DO IT.  They forget.  They get busy.  The new season of Lost starts.  Even as it stands we still end up with 30-40 people each time that we are chasing down… and this is with a spoon-fed program.  Tell people to do it yourself and you will spend the rest of your life calling and e-mailing people… Trust us.  The vaccination clinics are the two most annoying times of the year for us already, just imagine if it were a free for all.

“Notify boarders with all problems and changes”
We don’t think you know what that means or you would not want it (  We do make a big effort to contact individuals when they or their horse are personally affected by something, but otherwise, why do that?  No news is good news!  And call me crazy call me zany, but I think we probably OVERcommunicate around here.  I sure as heck never got a single e-mail, phone call, or note from any owner or manager of any facility I was ever at and I boarded horses for 21 years.

“I would have more hand-on presence of Jim & Mariah, not just Doris.” 
Well, here’s the thing.  The barn is open 6:30 am to 9:30 pm seven days a week – that’s 105 open hours.  There are two of us – even if we both work 40 totally different hours than each other there would STILL be 25 hours a week that we were not here!  And the fact is, we do overlap hours a lot (even though we do vastly different jobs) and we do concentrate our hours during “normal business hours.”  Why??  Two very good reasons about to become three very good reasons – Dagny and Ryder.  We have a 5 year old and an almost 3 year old, and frankly they need us at home when they are not at pre-school, and that is a decision for their welfare that we know is the right one. HOWEVER your needs need to be met too!  Which is why we employ Doris, why we carry cell phones 24/7, and why we respond promptly via e-mail.  And by the way we do take these comments as a compliment… You just love us and miss us!  (
“I would ensure management checked horses personally several times a day”
We generally do!  You just might not see us.

BEST BISCUIT HAIKU’S (PLUS ONE SONG!)

Biscuit in turnout






Runs like Secretariat






Watch those horses fly!





Little Dictator
Small yellow teeth on my arm
Big horse shies away

Biscuits n Gravy

Has a bad rep – J.D. pony

Be tough or be trampled!

(to the tune of “My Country Tis of Thee”)

“Our Biscuit brings to me, sweet thoughts of Liberty

As he runs free!

Teasing all of the mares, keep pinning back his ears

As he runs free!”

And now…. *drum roll please*… Our personal favorite Haiku

Biscuit the pony

Would eat all day if he could

It’s true, so would I
________________________________________________________________________

WOULD YOU RATHER SEE SCHOOLING SHOWS OR CLINICS?

Both






39 %

Schooling Shows




32 %

Clinics






18 %

Neither






11 %

Several people voiced concerns about Schooling Shows causing too much trailer and vehicle traffic.  Fortunately, in the event of a Schooling Show we would be able to use the Park District parking lot across the street to avoid this valid concern.  There was a lot of desire for us to host Schooling Shows here!   Fully 71 % of all respondents wanted them, including some quite enthusiastic remarks.  We are definitely going to experiment with trying one or two (probably a dressage show as the first one) and see how it goes.  And if it’s just too much headache and hassle, well then we won’t have any more… But they might be a home run (not to mention one of the best advertising possibilities that people mentioned) and we’ll never know unless we try.

________________________________________________________________________

ADDITIONAL ITEMS FOR VENDING MACHINES
Dr. Pepper

Peanut M & Ms

Nuts

LARGER water bottles!

Beer / wine / margaritas

Lower the prices 25 cents on snack items!

All suggestions (aside from alcohol!) have been forwarded to the Vending Company.

________________________________________________________________________

FEED YOU WOULD PREFER TO SEE IN HORSE UTOPIA:

70/30% Grass Alfalfa blend



30%

Oat Hay





28%

Pellets






16 %

Grass Hay





11%

Straight Alfalfa




11 %

Rye Grass





2 %

Bermuda





2 %

There is much to be said about feeding horses -- the easiest thing you can do is trust that Leap of Faith Farms is doing the research for you; the other best thing you can do is educate yourself (ideally through university agriculture department research papers available online, as opposed to gossip-columns like the Bay Area Equestrian Network chat rooms!)   As a basic rule of thumb, mature horses need about 1 pound of hay per 100 lbs of body weight per day, and the ideal protein level is 12% (up to 14% for growing horses or hard workers.)  Hay should always make up the bulk of the diet.  

Alfalfa is technically a legume and not a hay; it is good for horses in small amounts as a vitamin "punch" and is a good source of many nutrients, but it is not ideal as a sole feed source because it is too high in calcium, too high in protein (minimum 12% and usually 15%-20%), and when fed alone can cause entroliths ("stones") and growth problems in young horses.  Alfalfa when fed should always be cut by the addition of oat hay, grass hay, or barley hay since they are much lower in protein.  By the way, although up to 50% of horses in the western U.S. are fed Alfalfa, less than 20% are fed it in the south and northeast -- it is a strongly regional hay.  

Oat hay is a great low protein hay, and is the number one hay that horses choose in "taste tests" according to UC Davis (fyi Rye Grass is the least favorite flavor.)  Some people do not like it because some horses occasionally refuse to eat the more straw-like stems; others prefer it for this virtue alone, because horses will pick through to find the oats, and then the leaves, and finally the stems -- making it a great "busy food" that the horses tend to eat slower.  Oat hay is also ideal to pair up with Alfalfa because it is low in calcium.

Grass hays such as Meadow and Orchard are also great to compliment alfalfa because they are low in protein.  One unusual and little-known fact about these hays is that they are not "grown" so much as "mown" -- they are literally good quality grasses (aka weeds!) growing in a field somewhere, as opposed to other hays (Timothy, Rye, Oat, Barley, etc) that are actually sown and grown.  The very high price of these hays reflects not so much a better nutritional value, as the difficulty in quality control.  Because they are often a "wild food" you have a much greater incidence of noxious weeds such as fox tails, and much greater variations of appearance and nutritional content even within the same field.  Cultivated grass and grain hays (Timothy, Rye, Oat, Barley, etc) on the other hand, are typically much more consistent as a result of being sown and grown on cultivated fields.

Alfalfa blends (usually 10%, 20%, or 30% alfalfa to 90%, 80%, or 70% orchard grass hay) conveniently combine a mostly grass diet with the nutritional and flavor punch of alfalfa.  Once alfalfa is cut, the field is sown over with a grass mix and cut again, often several times in one year.

Bermuda Hay is a good fine-stemmed hay that is recommended for its constipating abilities (to counteract Alfalfa, which can be a laxative) but it is not recommended that you feed it by itself because in rare cases it can ball up in the stomach and cause colic.

Pellets, by the way, are more in the hay category than the grain category because they are primarily composed of hay.  Grains (aka supplimental feeds including mixes like Equine Senior, etc) should never exceed 10% of your horse's diet unless your horse is in a very demanding performance or breeding program.

AS A RESULT OF BOARDER RESPONSES AND OUR DESIRE TO HAVE MORE CONSISTENT QUALITY AND NUTRITIONAL CONTROL OVER THE HAY WE FEED AT LEAP OF FAITH FARMS, WE WILL BE CHANGING THE HAY FEEDING PROGRAM EFFECTIVE WITH OUR NEXT DELIVERY.  Your top two choices are a Grass/Alfalfa blend and Oat Hay, and based upon our corresponding research we agree with you that this is an excellent feeding program able to accommodate virtually all horses needs very well.  In the next day or two we will be sending you information about your upcoming feed choices.  We will need your response ASAP, because we want to use our remaining Meadow Grass Hay to acclimate the horses for about 2 weeks as they change to new hay.  You will be given owner-choice of Oat Hay and/or 70/30 Grass/Alfalfa.  Lunch hay feeding of pure 100% grass hay will still be available, and pellets will still be available at lunch at less-than feed store cost.  Please look for the upcoming detailed e-mail about this within 48 hours.

________________________________________________________________________

ADDITIONAL SUPPLIPMENTS YOU FEED YOUR HORSE

Platinum Performance





15 %

Ultium







12 %

Coat Suppliments





9 %

“None because the feed here is excellent”


8 %

Glucosamine / joint stuff




6 %

Hoof suppliments





6 %

Strategy






6 %

Vitamins / Medicine





6 %

Equine Senior






6 %

All in One






2 %

Alfalfa







2 %

COB







2 %

Strongid Daily






2 %

Other







18 %

________________________________________________________________________

HOW DID YOU FIRST HEAR ABOUT LFF?
Boarder (or took lessons) at Pine Creek


40%

Word of mouth 





24 %

Drive by






10 %

Bay Area Equestrian Network



7 %

I can’t remember





4 %

Google Search






4 %

“From very jealous competitors”



6 %

“From my good luck!”




5 %

________________________________________________________________________

WITH ALL THE PLACES AVAILABLE, WHY ARE YOU HERE?

The facilities / amenities




18 %

Professionally run / Mariah & Jim are nice


13 %

Clean, safe, well kept





10 %

The overall atmosphere / people



9 %

Trails







9 %

Location






8 %

Footing in arenas is best available



8 %

Arenas







5 %

Prompt Repairs





5 %

Turnouts






4 %

Bedding in stalls





3 %

All the fun!






3 %

Trainers






3 %

Feed







1 %

The “no training” requirement



1 %

“Because it’s seriously the only safe place for about 1000 miles!”

“Because I like it here!”

“Because it’s perfect!”

“When I take all the factors in, it is the best place in the area”

“Do you have to ask? You’ll have to have the Sheriff evict me!”

“Hoping to see Jim fall off Biscuit”

________________________________________________________________________

BEST WAYS YOU THINK WE CAN ADVERTISE:
Bay Area Equestrian Network



23 %

Schooling Shows and Clinics




20 %

Feed Store posters





10 %

Happy Boarders





10 %

Newspapers






7.5 %

Mass e-mail






7.5 %

Magazines






7 %

CDS Newsletter





5 %

Bigger Yellow Pages Ad




5 %

Radio







3 %

Nude Calendars





2 %

________________________________________________________________________

 ANYTHING ELSE YOU’D LIKE US TO KNOW?

“Thanks for turning off the radios”
You’re welcome.  

“I’d like more accurate billing – sometimes my statement is wrong”
We’d like that too.  Sigh.  The easiest way to have accurate billing is to minimize ins, outs, changes, and switches.  The more things you add and delete at random times the more the chances are that a memorized transaction might not get deleted, etc etc etc.  Also, we find that simple direct explanations written on your bill (e.g. “I stopped fly mask on the 15th”) are WAY easier to fix than either long-winded confusing detailed explanations or generalized “My bill looks wrong” comments.  (   But even if I do make a billing error, Mariah is always doing her best to do it right and will always work with you to fix it.  That was my split personality talking in 3rd person.

“I like the dressage court up less – it’s hard to ride in there with a bunch of people when it is up.”
You are right, it is.  On the other hand, asking dressage people to prepare for a show without a court is like asking a jumper to prepare for a show without jumps.  Or a Reiner to prepare when the Covered Arena keeps getting overwatered (touché!)  Or an endurance rider to prepare when they cannot access any trails.  The fact is that we are coming into show season, and people really do need a court sometimes in order to prepare.  HOWEVER – you are right, it is harder to ride in there with it.  What we are doing to compromise is to try and ensure that if possible we take it down when it is raining – especially on weekends – and have it up for no more than a week at a time.  Basically we will try and be more diligent about putting it up and taking it down overall more often, instead of just leaving it up once we have it there.

“What happened to the Blanket Racks?”
They increased in price 400%.  That, and bigger fish to fry appeared.  However, they are still on The List.  We hate the bo-jankey jerry rigged ones people have in front of their stalls (what would people do without Hay Bale twine we wonder?)  They put the Gh in Ghetto.  But for now, the real racks are in a small holding pattern …

“Why don’t we have hay racks?  Wouldn’t that reduce waste?”
Yes, they would, but they are dangerous.  Horses get body parts stuck in them.

“Can’t we have access to extra hay when we want it?”
This falls under the category of Things People Think They Would Change If They Owned LFF That They Really Actually Would Not If Faced With Reality.  Back in the day, people could do that here at LFF…. And over 80 bales of hay per month walked away!  Did people “steal?”  I don’t know, maybe not even intentionally, but people would take hay for their trailers….take extra hay for a treat…break open a bale and some would get wasted and fall on floor….etc etc etc.  We’re talking about over $1500 worth of hay per month!  And unless we allowed free access, we’d have to have an employee there full time to “dole” out hay – another $2000 per month in payroll/work comp/etc!!!  There’s a good reason why NO BARN has free hay access.  Or if they do, they’re crazy.

“Kids need more supervision”
This is an ongoing issue, but we think we do pretty well around here.  We do have a number of young horse owning boarders who are good, respectful, great kids.  The biggest problem to us are the random siblings and senseless acts of cousins that can happen, especially with lesson students, but that is an issue that we discuss, control, and remind parents about as a perpetual issue.

“I am worried about the footing in arenas not holding up in high use, especially the felt which I don’t think was correctly installed;  it seems to already be breaking down.”
We could put a book here about footing, but please believe that we have spent more time, money, and energy on footing, discussion of footing, consultation with experts, sand density testing, and other fascinating subjects in the past four years than you will EVER want to do in your whole lifetime.  Everything is good, everything is right, everything was done right…. And everything will be repaired as needed, which it will be, because of entropy.  Damn entropy!!  Damn it to hell!!

And some final comments for the road….

“Overall LFF is the nicest boarding barn I have been at – I am very happy here”

“We love it here”

“I really appreciate everyone’s hard work at LFF”

“Thank you for the great care of my horses and the wonderful friendship over the years. 
Also thanks for the great facility.”

“I like when I request a service by e-mail and there is a response and request occurs! 
Kudos.”

“Even if everything is the same for the next 20 years – this is still the greatest place!”

“Love the newsletters”

“I am blissfully happy here”

-fini-

