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Capability, Flexibility, and 
Scale for a Large Department

Just outside of Washington D.C., Prince 
George’s County, Parks and Recreation, 
has an active community. From 
numerous parks to 44 community and 
rec centers and 150 different sites for 
summer programs, their patrons are 
heavy users and depend on the services 
the department offers.  When it was 
clear that their existing solution wasn’t 
going to meet their future needs, they 
began an intensive evaluation process. 
In 2017 they selected and implemented 
Vermont Systems RecTrac. Now going 
on five years, they are continuing to see 
benefits and expanding the use of the 
system. 

Choosing a Partner, Not 
Just a Vendor
Because the community is so 
dependent on the department, choosing 
a new solution was not taken lightly. 
With a list of the current functionality, 
as well as other requirements that 
would benefit their patrons, they 
investigated more than 20 different 
providers. Only two checked the 
functional boxes they needed, and one 
more so than the other: Vermont 
Systems. 

Straight technical functionality wasn’t 
the only factor in their decision. With a 
solution that touches so many parts of 
the enterprise and population, 
communications and a good working 
relationship with the vendor were 
critical. “They were very pleasant to 
communicate with and seemed like they 
would be good business partners,” said 
Laura Willams, Customer Experience 
Officer, Department of Parks and 
Recreation about Vermont Systems. 
Additionally, Vermont Systems was a 
great value. “The other solution 
would've been much more expensive,” 
said Williams, because it was based on 
a “transactional fee model rather than 
the annual licensing costs.”

Enabling In-house Experts

Key to the success of any 
enterprise-type project is the adoption 
and understanding by the actual users 
of the system. With thousands of 
employees and a system touching so 
many areas getting started right was 
critical. “We had a lot of hands-on 
support,” says Williams. “We wanted 
our team to work closely in the software 
and build things themselves. I feel like 
by the time we got to implementation, 
we had a really strong team of in-house 
system administrators who had picked 
up a lot of knowledge. I think that is 
what helped make it successful.”

Solid Solutions 
Enhance Patron 
The team at Prince George’s County is 
continually capitalizing on the extensive 
advantages of Vermont Systems. What 
they’re finding as they expand their use 
of the system is it’s very capable and 
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customizable. As Williams says, “We 
can take any business requirement that 
we hear and turn it for the most part 
into a registration entity that can match 
the business rules.” Whatever happens, 
that gives them the flexibility to meet 
the ever-changing needs and 
expectations of their patrons. “It's 
allowed us to make more things 
available for customer service 
self-service on the web and really 
customize our graphical interface.” That 
was especially an advantage as COVID 
protocols required minimal or 
contact-less options, and then later as 
the labor shortage put a premium on 

resources. 

Some of the processes adapted for 
COVID were so successful they were 
continued after restrictions were eased. 
One instance was their aquatic facilities. 
“Pre-covid we were all walk-in only,” 
says Laura. “Now we do a hybrid 
approach where a certain number of 
slots are available for pre-reservation 
online, and another batch at the gate for 
walk-ins. That has helped us because 
we get long lines and the pool fills up 
and people are mad that they get locked 
out on a nice hot day.”
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Another example of how they are 
meeting community needs is the 
approach to ticketing. The Vermont 
Systems ticketing system doesn't 
require patron accounts to make 
purchases. That enables Prince 
George’s County Department of Parks 
and Recreation to easily make special 
events available to the general public. 
One person can select tickets for their 
kids, neighbors, grandparents, etc., 
purchase them, scan, and walk in. They 
are also able to change the fees and 
business rules to match their 
operational goals, encourage online 
sales or adjust prices as time draws 
closer to the event for example. 

Keeping the Moving 
Parts Moving

With a large population and thousands 
of employees, Prince George’s County 
Department of Parks and Recreation 
needed a system that was capable right 
out of the box and flexible enough to 
handle unexpected future requests. 
Thanks to a smart and dedicated staff 
and the support of Vermont Systems, 
they have a system that doesn’t limit 
their potential or prevent them from 
meeting their patron expectations. 

 



Just outside of Washington D.C., Prince 
George’s County, Parks and Recreation, 
has an active community. From 
numerous parks to 44 community and 
rec centers and 150 different sites for 
summer programs, their patrons are 
heavy users and depend on the services 
the department offers.  When it was 
clear that their existing solution wasn’t 
going to meet their future needs, they 
began an intensive evaluation process. 
In 2017 they selected and implemented 
Vermont Systems RecTrac. Now going 
on five years, they are continuing to see 
benefits and expanding the use of the 
system. 

Choosing a Partner, Not 
Just a Vendor
Because the community is so 
dependent on the department, choosing 
a new solution was not taken lightly. 
With a list of the current functionality, 
as well as other requirements that 
would benefit their patrons, they 
investigated more than 20 different 
providers. Only two checked the 
functional boxes they needed, and one 
more so than the other: Vermont 
Systems. 

Straight technical functionality wasn’t 
the only factor in their decision. With a 
solution that touches so many parts of 
the enterprise and population, 
communications and a good working 
relationship with the vendor were 
critical. “They were very pleasant to 
communicate with and seemed like they 
would be good business partners,” said 
Laura Willams, Customer Experience 
Officer, Department of Parks and 
Recreation about Vermont Systems. 
Additionally, Vermont Systems was a 
great value. “The other solution 
would've been much more expensive,” 
said Williams, because it was based on 
a “transactional fee model rather than 
the annual licensing costs.”

Enabling In-house Experts

Key to the success of any 
enterprise-type project is the adoption 
and understanding by the actual users 
of the system. With thousands of 
employees and a system touching so 
many areas getting started right was 
critical. “We had a lot of hands-on 
support,” says Williams. “We wanted 
our team to work closely in the software 
and build things themselves. I feel like 
by the time we got to implementation, 
we had a really strong team of in-house 
system administrators who had picked 
up a lot of knowledge. I think that is 
what helped make it successful.”

Solid Solutions 
Enhance Patron 
The team at Prince George’s County is 
continually capitalizing on the extensive 
advantages of Vermont Systems. What 
they’re finding as they expand their use 
of the system is it’s very capable and 

customizable. As Williams says, “We 
can take any business requirement that 
we hear and turn it for the most part 
into a registration entity that can match 
the business rules.” Whatever happens, 
that gives them the flexibility to meet 
the ever-changing needs and 
expectations of their patrons. “It's 
allowed us to make more things 
available for customer service 
self-service on the web and really 
customize our graphical interface.” That 
was especially an advantage as COVID 
protocols required minimal or 
contact-less options, and then later as 
the labor shortage put a premium on 

resources. 

Some of the processes adapted for 
COVID were so successful they were 
continued after restrictions were eased. 
One instance was their aquatic facilities. 
“Pre-covid we were all walk-in only,” 
says Laura. “Now we do a hybrid 
approach where a certain number of 
slots are available for pre-reservation 
online, and another batch at the gate for 
walk-ins. That has helped us because 
we get long lines and the pool fills up 
and people are mad that they get locked 
out on a nice hot day.”

About Vermont Systems

Additional Information
Vermont Systems

Prince George’s County, Department 
of Parks and Recreation

Vermont Systems is the leading provider of recreation 
management software and services. Founded in 1985, Vermont 
Systems has been committed to developing innovative software 
products for managing recreation and parks operations for 
municipal, county, state and federal military governmental entities. 
Vermont Systems recreation management platforms provide clients 
full operational management, payment management, and 
experience management to create consistent community 
experiences, enhance loyalty with every interaction, and connect all 
key activities, employees and customers in one place to create 
efficiencies and make real connections.

About Clubessential Holdings

Clubessential Holdings provides a full suite of 
membership and club management Software 
as a Service solutions to private clubs, public 
golf courses, health & fitness clubs, spas, 
military organizations, municipalities, and 
college athletic programs. Across eight brands, 
the company offers a variety of 
forward-thinking technology and services 
which help more than 10,000 customers 
attract, engage, and retain over 15 million club, 
community members and sports fans for life.
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www.vermontsystems.com
https://www.pgparks.com/185/Parks-Recreation

