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      Introduction


      This publication is written for the Club Industry that may, in my opinion, be missing the target in Member services of the Club. I want Private Clubs to be successful and to quit struggling for Members. Also, I want Golf Professionals to be successful in passing along a passion for this game we call golf.


      Why Club “It’s All About Golf” Book 2.0?


      I penned the 1st edition of Club “It’s All About Golf” Book in response to my frustration while observing Clubs pursuing nonmember revenue with a passion. There is a tax issue involved in pursuing nonmember revenue, so as a CPA and Club Tax Guy, I receive calls about the 15% nonmember limitations of a 501(c)(7) tax-exempt Club regularly. If there is one thing in the Private Club Industry I am fairly sure of, it is that the success of any Club is in the adequate collection of Club Member dues. I have been told that Robert H. Dedman Sr., of ClubCorp fame, shared with his employees there were three things a person needed to know about the business of Clubs.


      
        	First, Clubs are in the “dues” collecting business. (I suggest that you write this down on a piece of paper and remember it.)


        	Secondly, Mr. Dedman Sr. suggested that Clubs are in the “dues” collecting business. (Go ahead and write that down on a piece of paper also. It is important for you to have a clear understanding of the business of Clubs and to be able to recite this verbatim.)


        	Now if you cannot guess what the third suggestion Mr. Dedman Sr. provided, let me tell you here and now. Clubs are in the “dues” collecting business!

      


      The 1st edition provided my theory that if you have a golf course, it could possibly be “All About Golf” at your Club. The golf course is your largest asset and most costly to maintain. And if it is “All About Golf” at your Club, I asked the question: “Who is your best customer”? Then, if your best customer is the “Full Equity Golf Member,” I attempted to point out that Clubs often fail to treat the person in this Membership category properly as compared to others in the Club? Example: Why is the Bag Drop not the most beautiful place on the property if it your best customer’s front door?


      In Club “It’s All About Golf” Book 2.0, “Same Theory, More Questions, More Proof,” I do not withdraw from my initial questions and conclusions. Just the opposite! I continue with the exact same theory, but provide even more questions for the reader to ponder, more observations to consider, and even some empirical evidence that it might just be “All About Golf” at a Golf Club.


      Who Should Read Club “It’s All About Golf” Book 2.0?


      Club “It’s All About Golf” Book 2.0 should be read by:


      
        	Every Club President wanting to make a difference in their Club during their tenure.


        	Every Club Manager who, with all of their responsibilities for keeping the various Departments functioning as a unit, may have lost some focus on the importance of their key target Member.


        	Every Club Golf Professional whom I believe may be the key to making the biggest immediate difference at any Club that has a golf course.


        	Any and all Club employees that may have forgotten that their primary purpose of being employed at the Club is to serve the Member. Members are not there as a necessary evil.

      


      Over the years, I have observed what makes a Club successful, success being defined as a Club where a person wants to belong; those Clubs that have a waiting list to get in, not just a list to get out.


      I may be best known as a Club Tax Consultant, author of:


      
        	Club Tax Book,


        	Club Sales & Use Tax Book – Florida and


        	Club Equity Conversion Book.

      


      I cannot, however, seem to get “It’s All About Golf” thoughts out of my head. I have been a Member of several Clubs on and off over the years and have been privileged to be invited to play at some of the most prestigious Clubs in the country. Additionally, I grew up being a caddie at a Club in West Virginia observing successful business men and women playing golf at the Club. Coupled with being an elected Board Member of one Club and giving thought to running for the position of Club President, I believe my experience and passion gives me a unique perspective and opinions on the subject matter.


      Much of what will be stated on the following pages will be incredibly laughable by some Club representatives that have a full Membership and that fully understand the attention needed to serve the Full Equity Golf Member. I have learned a lot from those successful Clubs.


      Finally, I suggest that this may not be just a book about a Private Golf Club. If your Club were a Racquet Club, or a Beach Club, or a Swim Club, or a Yacht Club, I believe you would be able to state that “It’s All About Tennis,” or “Sun Bathing,” or “Swimming” or “Drinking.” However, if you have a golf course, it just may be that “It’s All About Golf.”
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      William C. (Bill) Campbell was one of, if not the Nation’s best amateur golfer of the 1950’s and 1960’s and a man I observed while I was a caddie at Guyan Golf and Country Club in Huntington, WV. I have always wondered whether anybody would have similar kind words about me as they said about Mr. Campbell. What an inspiration he was to me in my younger days and I never took the time to write and tell him before his death. He would probably not have remembered me, but I sure remember him.


      Consider the following excerpts from Bill Campbell: A Life in Balance: “The life of golf’s last great amateur has been defined by achievements both on and off the course” by Jack Houvouras.1


      “Bill Campbell has always been one of a kind. He played amateur golf in the purest sense – as an honest, gentlemanly pursuit. He understood that golf is a game of honor, one that requires the competitors to keep their own score and call penalties on themselves. As Campbell says, “There is no other sport like it in the world.”


      Unlike some of today’s golfers, he did not shout profanities or throw a club after a bad shot. He was gracious in victory and defeat, a sportsman in the truest sense of the word.


      [image: Bill Campbell]


      Off the course, Campbell is always the perfect gentleman as well, opening doors for others and standing when a woman enters the room. He takes the time to introduce a friend or guest to everyone around him, always has a kind or encouraging word for his friends and strives to find the best in others. These are just some of the reasons why people throughout the golf world refer to him as “the gentleman golfer.”


      “He’s the consummate gentleman,” said Will Nicholson, a Denver banker and past president of the USGA.


      Ask Campbell what being a gentleman stands for and he gives the following answer: “Courtesy, caring, forgiving. Being interested in things bigger than yourself.”


      The only negative thing people can find to say about Campbell is that he’s overly thrifty. His friends call him the “Frugal Scot” because he prefers old clothes, old cars and old golf balls. Amateur great and longtime friend Billy Joe Patton enjoyed saying that Bill Campbell was the only man ever to walk to the first tee at the Masters and ask where the ball washer was.”


      I occasionally caddied for and more often shagged golf balls for Mr. Campbell down the 1st fairway of Guyan in the late afternoon after his workday. What a player and what an absolute gentleman he was! Thank you, Mr. Campbell, you were a mentor to me from a distance, and you did not even know what a difference you have made in my life.


      FOOTNOTES:


      
        
          1. www.huntingtonquarterly.com/articles/issue70/campbell.php

        

      

    

  


  
    
      


      Glossary


      Club – This term will be used to refer to the Private Member Owned Club. Although some of the theory in this publication can be adopted by any Club ownership structure, the focus is on the Private Member Owned Club.


      Four Ways To Grow A Business – This is a generally accepted business and marketing theory promoted as applicable to business, any business, including that of a Club.


      Full Equity Golf Member – This term will be used to refer to the Membership category that pays the highest joining fee and the highest annual dues at a Private Golf Club. The term is interchangeable with Full Golf Member, Full Family Golf Member, etc.


      “It’s All About Golf” – This is a term used to refer to any activity that is the primary focus of the Club. If the Club were to be a Racquet Club, it could be “It’s All About Tennis.” A Yacht Club would conclude that “It’s All About Drinking” (Ha!).


      Observation – This is a statement this author is making as a stimulus to the reader to consider rethinking what may be important in targeting their Club’s efforts to serve Members and prospective Members.


      PGA Professionals – Quite possibly the most talented team members of a Golf Club. These professionals should be adequately compensated comparable to their worth to the Club. These are individuals that work on behalf of Member satisfaction and Membership growth. They should be givers, not takers.


      Question – A question this author is asking as a stimulus to the reader to rethink what may be important in targeting their Club’s marketing to existing Members or marketing to correctly identified prospective Members.


      Suggestion – This is my humble opinion of an action that may need to be taken.

    

  


  
    
      


      Prologue

    

  


  
    
      


      Formulation Of An Opinion


      With this publication, I hope to engage and inspire the reader to rethink how your Club goes about providing products and services to your most treasured Club Member. By reevaluating your core values, you may find that an enormous amount of time, money and effort is expended toward Club activities of minor importance.


      Question: If “It’s All About Golf,” why is the bag drop area not the most beautiful area of the Club?


      Question: Who is your target customer?


      Question: Who is your best Club Member?


      Question: What is your primary purpose of existence?


      Question: Who pays the highest joining fee?


      Question: Who pays the highest dues?


      Observation: For a Golf Club, this author has concluded: “It’s All About Golf.”


      As a CPA and consultant to the Club Industry on tax issues, I would not attempt to claim to be any type of expert in the area of Club operations or Club marketing. I am, however, a relatively successful business person and have attempted to market and sell products and services to the Club Industry most persons would rather not have to deal with. In writing and marketing the award-winning publication Club Tax Book “An Accumulation Of Tax Issues Specific To Clubs,” I incorporate most of the same fundamental business theories presented in this book. “I know who my primary target market is: the Club Industry.” This is a critical statement, and the reader should not just pass over it without giving it some immediate thought. “I know who my primary target market is.” Who is your primary target market and what is their primary activity or reason for coming to the Club? If you have a golf course and your primary target is the Full Equity Golf Member, is it possible “It’s All About Golf”?


      Our firm does a lot more than serve the Club Industry. Actually, only about 70% of the firm’s revenue is Club related. Like many other CPA firms, we consult on accounting and business issues; provide bookkeeping services to small businesses and prepare income tax returns. However, our primary focus and our target market are on the Club Industry. “This Industry represents my most profitable services.”


      This is the second important statement the reader should not pass over without giving it some additional thought. What are your most profitable services? If you have a golf course and your most profitable products and services are golf related, is it possible “It’s All About Golf”?

    

  


  
    
      


      Hedgehog Concept


      In the book Good To Great, authored by Jim Collins, he shares a philosophy that has resonated with me for some time now. All Great Companies have merged the following three factors as an integral part of their operations:


      
        	Have a real passion for your business,


        	Find something that can be financially viable, and


        	Be the best in the world at it.2

      


      [image: Three Circles of the Hedgehog Complex]


      Thus, in our CPA firm, we have a passion for Club tax issues. It is a financially viable operation, and we are working on becoming the best in the world at what we do.


      Clubs need to find what they can be “the best in their world at.” This needs repeating. “A Club needs to find “what you can be the best in their world at.”


      What do your Members believe you are or could be the best in the world at doing? If you have a golf course and the primary reason a Member joins the Club is related to golf, is the statement correct for your Club that you can be great because “It’s All About Golf?”


      To summarize, in my own firm:


      
        	We have a passion for our target customer, the Club Industry.


        	We consult with and sell our publications to the Club Industry, which are our most profitable services and products.


        	It may be debated as to whether or not we are the best in the world at what we do, but we are recognized as one of the leading tax consulting firms in the Club Industry.

      


      Thus, we practice what we preach, and it has served our firm very well.


      Observation: Your Club Members generally have found their own formula for success in business which I would venture to bet merges these same factors which made their companies strive to be great. That is why they are Club Members.


      Observation: I suggest Club Board Members look around the Boardroom table and have a discussion regarding the business background of each. I would suggest that they or their companies followed the above philosophy of having passion, finding a financially viable product or service, and were considered one of the best at what they did or currently do.


      Question: If the formula works for a Board Member’s business, can or should it work for a Club?


      Observation: Most individuals understand having a passion for their work and most even understand that they must pursue that which drives their economic engine. I believe the missing link is that they cannot imagine being the “Best in the World” at what they do.


      Question: For a Club, what assets have been built and maintained that passion can be generated about? Is it the golf amenities?


      Observation: If you have a golf course, it may be one of, if not the most expensive asset to own and maintain.


      Question: Which Club assets make the Club operations financially viable? Is it the golf operation?


      Observation: If your Club did not have the golf course, I doubt your Members would be willing to pay the same level of dues to be a Member. Thus, if you have a golf course, I believe it may be that “It’s All About Golf.”


      Question: Which Club amenities have the potential of becoming the best in the world? Is it the golf operation?


      Observation: Note that I asked if your Club could have the best golf operation, not the golf course. There are many, many great golf courses and in my opinion, most golf courses are relatively great. But what about the golf operations? Tell me about the greatness of your golf operations!


      Question: If one of your primary Club amenities is golf related and one of your largest budgeted line items is the maintenance of the golf amenities, and manning the golf operations, should you possibly conclude that “It’s All About Golf?”


      FOOTNOTES:


      
        
          2. Collins

        

      

    

  


  
    
      


      How To Retain 90% Of What You Are About To Learn


      Observation: We want you to retain what you learn from Club “It’s All About Golf” Book 2.0.


      Observation: According to an article, “How To Retain 90% Of Everything You Learn”3, “…learners retain approximately:


      
        	5% of what they learn when they’ve learned from lecture.


        	10% of what they learn when they’ve learned from reading.


        	20% of what they learned from audio-visual.


        	30% of what they learn when they see a demonstration.


        	50% of what they learn when engaged in a group discussion.


        	75% of what they learn when they practice what they learned.


        	90% of what they learn when they teach someone else/use immediately.”

      


      Question: Are you willing to do more than just read?


      Question: Will you practice what you have learned or better yet, teach someone else or use the information immediately?


      FOOTNOTES:


      
        
          3. www.psychotactics.com/art-retain-learning

        

      

    

  


  
    
      


      Chapter One


      Four Ways To Grow A Business And A Club

    

  


  
    
      


      Four Ways To Grow A Business


      
        	Increase the number of customers


        	Increase the number of times customers come back


        	Increase the average value of each sale


        	Increase the effectiveness of each process in the business

      


      It may just be that simple. I learned of this simple business theory in a 5-day continuing education seminar sponsored by RAS (Results Accounting Services). I attended this course a number of years ago, so I searched the internet to see what was available on the subject. I found a number of business consultants providing some excellent summaries on this business theory. From a combination of my own files and information readily available on the internet, I have revised the analysis to apply it to Clubs.

    

  


  
    
      


      Four Ways To Grow A Club


      
        	Increase the number of Members of the type a Club would want


        	Increase the number of times Members come back to use the Club amenities


        	Increase the average value of each visit by a Member


        	Increase the effectiveness of each process in the Club

      

    

  


  
    
      


      Four Ways To Grow A Club Explained


      Most Clubs spend a great deal of time and energy looking at different ways to grow their business. The truth is that there is no magic wand, but most businesses benefit the most from doing a combination of many smaller activities, which creates a cumulative effect. Clubs should not be any different from other businesses. However, the search for the marketing key to a business and a Club’s growth goes on with new ideas and concepts being created and tried constantly. Despite its simplicity, there are in fact only four fundamental ways to successfully grow any business or a Club:


      1. Increase the number of Members of the type a Club wants


      Concentrate on new Member acquisitions and while doing so, identify the category of Membership you want to target.


      Observation: Clubs must decide on whether their target is, or should be, the Full Equity Golf Member, Tennis Member, Social Member or nonmembers.


      Observation: Clubs spend an enormous amount of time and effort trying to determine how they can market their Club to nonmembers for weddings and other functions and absolutely overlook the fact that they should be trying to increase the number of Members that belong to the Club.


      Question: If a Club were marketing to a nonmember to use the Club amenities, why would the Club not attempt to make that person or family a Member first?


      2. Increase the number of times Members come back to use the Club amenities


      It is cheaper to sell to an existing Member than a prospective new one, so how can you get them to come back more often?


      Observation: Clubs must understand that it is more cost effective to sell an existing Member services than it is to attempt to find and sell a prospective Member or a nonmember services.


      Observation: Many Clubs regularly target nonmembers to use the Club for a function, one function at a time and often overlook marketing to their existing Members to return to the Club more often.


      Question: Why would a Club want nonmembers to benefit from the facilities the Members have bought and paid for without the commitment of being a Member?


      3. Increase the average value of each visit


      Encourage your Members to use more amenities each time they visit.


      Question: When a Member and their invited guests come to the Club, do they just use one of your services or do they spend the day using multiple services, purchase multiple products and use your most expensive services?


      4. Increase the effectiveness of each process in the business


      Do more for your Club Members, but at much less cost and with much less hassle.


      Observation: Clubs must test everything they do on a regular basis to determine if they are doing everything as efficient and cost effective as possible. This does not insinuate the Club should just cut their expenses.


      Question: Does your Club have a regular, documented process to make serving your Members more efficient?


      Question: When your Club is struggling financially, does your Board try to cut expenses and look to nonmember usage to make up the shortfall?


      Observation: Cutting costs usually leads to cutting services which leads to less Member satisfaction, which leads to declining Membership. Declining Membership often leads to further cutting of expenses and the downward spiral continues.

    

  


  
    
      


      Chapter Two


      Who Is Your Club’s Target Customer/Member?

    

  


  
    
      


      Who Is Your Club’s Target Customer/Member?


      It is critical for any business to understand who its customers are and then, who are their best customers. Just having customers, clients, or Members, is not enough to be a successful business or Club. Every business has a core customer base, one that drives its success. Most businesses offer a variety of products and services and must continually study and analyze the changing attitudes and desires of their customer base. Companies that fail to pay attention to their customer’s wishes will surely die, and the same holds true for Clubs.


      For a Club, customers and clients are primarily represented by Members and guests. Clubs often have a laundry list of Membership classifications:


      
        	Full Equity Golf Member


        	Full Equity Family Golf Member


        	Single Golf Member


        	Tennis Member


        	Sport Member


        	Social Member


        	Senior Member


        	Junior Member

      


      Each of a Club’s classifications has, over time, been developed for a particular purpose, attempting to serve the needs of a variety of individuals. I am aware of one Club that had close to 30 different classifications of Members. Each group of Membership is a customer of the Club and not one of them can or should be ignored. However, if a Golf Club was to identify its absolute very best customer, who would it be? Which category of Membership would your Club most often select?


      Question: Which Membership classification at your Club pays the highest joining fee?


      Observation: Generally, at a Golf Club, I believe it is the Full Equity Golf Member that pays the highest joining fee.


      Question: Where do you think this line of questioning is going? Do you believe the conclusion is “It’s All About Golf?”


      Question: Which group of Members pays the highest amount of dues annually?


      Observation: Generally, the Full Equity Golf Member pays the highest amount of dues annually.


      Question: Who utilizes the most profitable products and services at a Club? Items such as:


      
        	Golf cart rentals


        	Golf trail fees


        	Golf locker rentals


        	Golf range balls


        	Golf bag storage


        	Golf guest fees


        	Snack bar purchases


        	Golf Shop purchases (Titleist Pro V1’s and other relatively expensive merchandise)

      


      Question: Who stops by the bar after a round of golf played in the sweltering heat or comes in from the freezing rain to purchase your highly profitable alcoholic beverages?


      Observation: Usually it is the Full Equity Golf Member who utilizes a Club’s most profitable services. If you have not figured out my personal opinion as an accountant and Club consultant, either from the title of this book or the above list of items, you need to read further. For the readers not convinced that the above observations are correct, I challenge you to keep reading with an open mind as I provide you with more observations and questions that just might change your mind.


      Question: Which category of Membership most often only utilizes the least profitable services at a Club? Services such as:


      
        	Dining room food purchases


        	Afternoon card playing activities


        	Exercising using the Club’s health facilities


        	Swimming in the Club pool

      


      Observation: It is the Social Member. It is essential to note that it is not being recommended that a Club not offer the above services and amenities. Full Equity Golf Members and their families make use of these amenities and they are an integral part of the total Club experience. The point being made is that the Social Member may not be a Golf Club’s best target market.


      Question: Are you still not convinced the Full Equity Golf Member is the best target?


      Question: Have you ever heard of a Social Member bringing their own tea bags to the Club and asking only for hot water?


      Question: Have you ever heard of a Social Member asking for only ice water with extra lemon and then noticing that the sugar packets on the table are being consumed at an alarming rate? Lemonade anyone?


      Question: Is it the Social Member or the Full Equity Golf Member wanting to have their hot tea and lemonade beverages at no cost while playing cards?


      Conclusion: The target market of most Clubs that have a golf course should probably be the Full Equity Golf Member. Members paying the highest price for Club Membership now pay for the right to such requests. Thus, my conclusion that “It’s All About Golf”!

    

  


  
    
      


      Chapter Three


      The Case For The Full Equity Golf Member

    

  


  
    
      


      The Case For The Full Equity Golf Member


      The value of a Full Equity Golf Member may be lost on some, even those that study the Club market. Thus, it is important to ask questions and make observations regarding a case for the Full Equity Golf Member.


      Joining Fees And Dues


      Question: What is the total value of a Full Equity Golf Member to a Club?


      Observation: Given the facts that a Full Equity Golf Member pays the highest joining fees and highest dues annually, and the average life of a Full Equity Golf Membership is said to be at least 8 to 10 years at a Club, I suggest that you do the math. In simple terms, a Club that has a full Membership in the Full Equity Golf category often has adequate funds to maintain the Club’s facilities properly.


      Observation: Full Equity Golf Members are often unable to justify the price to join a Club and play the game of golf considering all of the fees that are associated with their Membership. Just to play golf, the fees at a public golf course are so relatively inexpensive, that even an avid golfer would generally be better off financially to just pay the daily or annual fee. However, there is something that persuades an individual to become a Member of a relatively expensive, exclusive, Private Golf Club. These are usually individuals that have disposable income.


      Question: Wouldn’t a Club have as its target customer the Full Equity Golf Member, that person with disposable income?


      Observation: If the Full Equity Golf Member were in need to justify the cost of their Membership investment or to justify the price of their average cost per round of golf annually they would probably resign sooner than later. Even more interesting is that many individuals that are Full Equity Golf Members of a Club are also Members of more than one Club. They obviously do not need to justify the cost of a Full Equity Golf Membership!


      Question: Compare the Full Equity Golf Member with the other Membership categories of the Club. Is there really a debate on which category of Membership a Golf Club would be seeking?


      Entertainment Dollars


      Question: Who in your local community are the most likely individuals to hold lavish entertainment activities, whether it is at a Club or elsewhere?


      Observation: Full Equity Golf Members at Clubs usually fit into one of the following categories:


      
        	Local small business owners;


        	individuals directly connected with regional and nationally recognized businesses; or


        	individuals that demonstrate a significant amount of personal or family wealth.

      


      Once one understands the connection between the Full Equity Golf Member as individuals with financial resources, a Club should ask itself what value the Full Equity Golf Member could have to Item 2 and 3 on the list of “Four Ways To Grow A Business” in Chapter 1.


      Observation: Wealthy individuals and business men and women, have a need to entertain, market, and conduct meetings on a regular basis. A Club must understand that they have a grand opportunity to become the Members’ business and social meeting capital of the world. Clubs can provide exceptional service to these Members, their business associates, and their valuable customers.


      Question: Why wouldn’t a Club look to its current Full Equity Golf Members in order to serve their every need, increasing the number of times Members come to the Club?


      Observation: As a tax professional, I regularly receive calls from Clubs from around the country asking about the ability of a 501(c)(7) tax-exempt Membership organization to advertise for nonmember usage, attempting to become the “Wedding Capital Of The World.” Thus, when a Club is feeling the pressure to find more sources of revenue, they invariably look outside of the Membership.


      Question: Why are Clubs so obsessed with opening themselves to nonmembers in an attempt to improve their bottom line? Is it because too many decision makers have more experience in Food and Beverage operations than the golf operations?


      Observation: If a nonmember were to approach a Club with a proposal to hold a wedding reception and had $20,000 to spend, many Clubs would say “Yes” and jump at the opportunity to hold the function.


      Question: After the direct costs of food, beverages, entertainment, and personnel, what would by your net profit from the above nonmember activity where the gross price is $20,000? (Consider that a few employees may be working overtime on the day of this function.) If your Club is like many from around the country, wouldn’t the net profit be somewhere around $8,000, a 40% profit margin or less?


      Question: If a 40% net profit is generated from a nonmember activity, why wouldn’t this same Club be willing to spend $12,000 directly on the marketing to obtain just one Full Equity Golf Member that pays a $20,000 nonrefundable initiation fee plus full dues to the Club for 8 to 10 years?


      Social and Dining Member


      Question: Why is it that valet parking is often provided for the Social and Dining Members arriving at the front door of the Club but not for the Full Equity Golf Member arriving at the bag drop?


      Observation: Clubs should continue with this awesome valet service provided to the total Membership when arriving at the Club’s front door. This is one of the added benefits of Club Membership that adds WOW to the dining experience.


      Question: Who is your target market and do you go overboard for the correct classification of Member?


      Complaints


      Question: Which category of Membership gives you the most headaches at the Club?


      Observation: Given my experience consulting with Clubs, I would venture to say that the Full Equity Golf Member is not your biggest headache.


      Observation: There is a business theory that concludes that if you fired 20% of your clients annually, you would get rid of 80% of your problems.


      Observation: There is another business theory that concludes that if you increase the revenue from your worst clients, they just may become your best customers.


      Question: If you could convert all of your Members to one category, Full Equity Golf Member, paying the highest joining fees and the highest amount of annual dues, would it change how the Club operates?


      Mandatory Social Membership


      Observation: I have witnessed significant changes in the structure of the Club Industry over the last few years. Some consultants are recommending mergers of stand-alone Club entities into Property Owners Associations, or requiring homeowners of a particular community to become at a minimum, Social Members of the Club entity.


      Question: If Clubs continue to force homeowners into Club Memberships, with a lack of focus on the Full Equity Golf Member, will the non-golfers eventually take control of the Club reducing the importance of the golf amenity?


      Question: Are Clubs analyzing the numbers before making such significant changes like forced Memberships?


      Better Golfers at Clubs?


      Question: Are Private Golf Club Members better golfers than those that play at public courses?


      Observation: I would have thought that golfers at Clubs would be far better golfers than their counterparts at public facilities considering most Clubs have at least 3 PGA Professionals on staff that are paid by the Club to be on premises.


      Observation: The National Golf Foundation, in its 2008 article “The Future of Private Golf Clubs In America,” proved this to be an incorrect assumption. Four strokes on average are not the tremendous difference I would have expected.


      Question: Take a moment to think about and answer this question honestly and objectively as most Golf Clubs have at least three Golf Professionals on staff. Is every Golf Professional on staff at your Club doing a good job teaching Members how to play and get better at this challenging game called golf?


      Observation: Look at this 2008 NGF chart below:


      [image: NGF Chart]


      Question: How does your Club stack up to the averages noted in the chart above?


      Observation: Remember this is the “Average score.” If your Club has a few flat bellies that are scratch golfers or at least single digit golfers, think about what scores some of your Member’s shoot.


      Question: Does your Club track this type of information?


      Observation: If you answered “No” to tracking the average score at your Club, think about why you don’t?


      Question: Is the reason you do not track this information is that it is not relevant to your Club?


      Question: Is the reason because your Club’s attention and emphasis lie on a different amenity or Department of the Club, more specifically on Food and Beverage?


      Question: Is it not important to have good golfers at your Club?


      Question: Is the average score only relevant with respect to those Club Members willing to pay the Golf Professional an additional fee for lessons?


      Observation: While greatly outnumbered by public golfers, the report states Club Members are attractive to the golf industry because of their spending power.


      Question: Is the average score only about the dollars and cents spending habits?


      Observation: In the report, it was noted that female golfers are much more likely to be found at Clubs. If this is why the average score is so high, I guess female golfers are allowed to be mediocre golfers at Private Clubs.


      Better Golfers Make For Better Members?


      Question: Do better golfers make for Better Club Members?


      Observation: In what I believe is one of the most informative studies conducted by the National Golf Foundation in many years, Clubs need to examine the “Passion for Golf by Average Score” chart that follows:


      [image: Passion for Golf by Average Score]


      Observation: If a Member has a score of 105, it is reported that their passion level for the game of golf is somewhere around a 2, on a scale of 1-10. (1 being the lowest; 10 being the highest)


      Observation: If a Member regularly shoots a score around 85, their passion for the game of golf is reported to be about a 9. (1 being the lowest; 10 being the highest)


      Question: When economic times are tough, and each of your Members must decide where to spend their limited disposable income, where do you think they will spend their money?


      Observation: I think we saw large numbers of Club Membership resignations in the last downturn of the economy and are still seeing the fallout. Members spoke with their feet and spent their disposable income on things for which they have a passion.


      Question: If a person’s passion for golf is extremely low and there is not a probability of getting better, do you think Members will spend their money in other places where their passion is high?


      Question: Does anybody in the Golf Department believe that they have some responsibility here?


      Question: Why do we not go out of our way to teach Members to be better golfers?


      Observation: This study indicated “Better Golfers Make for Better Customers.”


      Observation: Given that the demand for golf has not gown for several years, much attention is now being paid to player development with programs such as “Get Golf Ready,” “Play Golf America,” “Link Up 2 Golf,” etc. The major focus of these programs is on new and returning golfers.


      Question: What about strengthening commitment among existing golfers – is it possible?


      Question: Would it pay dividends at a Club to increase the passion of Members for the game of golf?


      Observation: Research by National Golf Foundation suggests it just might.


      Who Is Your Best Customer At The Club?
 Worksheet


      This is your “Who is your best customer?” worksheet. From the information you enter below, can you make any assertions as to who your best customer is? (It is not the Member that pays their dues and never shows up. That is a soon to be former Member in this economy.)


      Question:


      
        	Who pays the highest joining fee?


        	Who pays the highest dues?


        	Who uses the most profitable services?


        	Are you in the dues collecting business?

      


      Suggestion: Do the math on the value of your Full Equity Golf Membership to determine who might be your best customer.


      Highest Joining Fee:$_______ (a)


      Highest Annual Dues:$_______


      Other Annual Fees: $_______


      Total: $_______


      (Multiply by average yrs. stay at Club): x 10


      Ten Years As A Member: $_______ (b)


      Total Value of a Member: $_______ (a+b)


      Question: Are there very profitable golf related services at your Club that can be added as an additional value of the Full Equity Golf Membership?


      Cart Fee after purchase price: $_______


      Trail Fee: $_______


      Guest Fee: $_______


      Locker Rental: $_______


      Golf Bag Storage: $_______


      Drinking during and afterward: $_______


      Question: What category of Membership is your best customer at the Club? Who pays the largest joining fee, the highest dues and uses your most profitable services? Is it possibly “All About Golf”?

    

  


  
    
      


      Chapter Four


      The Club Score Card

    

  


  
    
      


      Every Person Has A Role, And Every Function Has A Reason


      It is like a symphony, each and every person and function has a significant part in delivering the WOW golfing experience. A conductor is often necessary to keep each musician on the same page and on key. One weak link in the process or by one performer and clearly the symphony struggles.


      Question: Who is your conductor of the golf experience and are all employees paying close attention to the conductor and their directions?


      Question: How is it working at your Club?


      Question: Do you have the right people on the bus and in the right seats or are there a few that need to be replaced?


      Observation: It is not for me to attempt to tell any Club Department head how to do their job or that they should be doing more. The Club hires professionals to fill certain positions, and as professionals, they have resources to assist them in fulfilling their responsibilities.


      Observation: There are a few Club leaders I would like to pose questions to for discussion purposes. Please do not take any offense as I am just a strong believer that “It’s All About Golf.”


      If “It’s All About Golf,” I have a group of questions and observations that really confuse me as a Club consultant. Why do so many Clubs go to such great lengths to be unimpressive to their target market, the Full Equity Golf Member? If you have not taken this trip into your Club from the perspective of a Member, a visitor or potential Full Equity Golf Member, I suggest your Clubs key management, the Golf Professional, the Golf Course Superintendent, the Club Manager and the Club Marketing Professional hop in a car together and enter the Club with a different perspective, that of a Member, a guest of a prospective Member. See what changes need to be made in order to make the golf experience WOW!


      Visually, take a trip with me as I arrive at your Club as a Member or as an invited guest, or with the potential of becoming a Full Equity Golf Member. Try to provide explanations to the “Questions” and “Observations” as they apply to your Club.

    

  


  
    
      


      Club Score Card


      In Chapter 4, I ask that you indulge me with an analysis of your Golf Club Operations as you read through the rest of the book. We have provided a “Score Card” for you to test your Club operations.


      Here’s how it works:


      Club Score Card


      [image: Scorecard: Location]


      A Club Manager once shared a theory with me years ago. There are a significant number of Member touches between the times a Member arrives at a Club until the time they depart. A first impression is your first thought about someone, someplace or something. Each touch falls into one of three categories:


      
        	Poor / Stinks / Needs improving


        	Neutral / Average / Not Great but not Poor


        	Great / Exceptional / WOW!

      


      Question: What is the first impression a Member or guest gets at each touch at your Club?


      Observation: “Your first impression is your lasting impression.”


      Observation: If you met someone that was rude, abrasive and arrogant, your first impression of them is that they are not the kind of person you would want to get to know or associate with. You never get a second chance to make a first impression again. If that person wanted to be friends with you at a later date, you would automatically think back to that first impression.


      Question: What is the golf experience for Members and/or guests at your Golf Club?


      Question: What if your Club could move the first impression up just one notch? From “Poor” to “Neutral”? From “Neutral” to “Great”?


      Question: Can your Club follow the Jim Collin’s theory of moving from “Good to Great”?


      Suggestion: Travel with me for a golf experience you may never forget!

    

  


  
    
      


      The Anticipation


      Club Score Card


      [image: Scorecard: The Anticipation]


      Observation: Quite often I observe the Club property as I approach the Club entrance from the main road. Usually, I enter the property via a wonderfully manicured drive, often viewing one or more of the spectacular golf holes I am about to experience. Then the magnificent Clubhouse comes into sight. There is often a great deal of anticipation on the part of visitors to the Club, for as a golfer, they are scheduled to spend 5 or 6 hours partaking in the sport they love (or love to hate). Are you with me in envisioning the Club as a visiting golfer or even a Member returning to your Club after too long of an absence?


      Question: Do golfers search out the front entrance of your Clubhouse where they will find that magnificent floral arrangement inside your front door, on that beautiful table?


      Observation: As a visiting golfer to your property, with golf clubs and golf shoes in the trunk of the car, golfers most often search for a sign that indicates the location of their first stop, the “bag drop.”


      Question: Are you ready to experience that famous first 15 seconds your Club has to make a lasting impression?

    

  


  
    
      


      The Bag Drop (Arriving)


      Club Score Card


      [image: Scorecard: The Bag Drop (Arriving)]


      Question: If the first point of entry for a golfing guest, a prospective Full Equity Golf Member or even an existing Golf Member, is to drive his or her car to the Club’s bag drop, why is it not the absolutely most beautiful and manicured spot on the golf course property?


      Observation: This may be the golfer’s first impression of the Club and the Club’s golfing experience. Yet, in comparison to your bag drop area, when a person enters the front door of the Clubhouse, they quite often are greeted with a view of a magnificent floral arrangement placed on a very expensive table, located on a Persian rug and the most exquisite décor of artwork and mirrors money can buy.


      Question: Is your Club sending the wrong message to the golfers if “It’s All About Golf”?


      Question: Why are Social Members, that arrive through the front door of the Clubhouse, treated to such grandeur while the Full Equity Golf Member enters a bag drop area that all too often looks ill maintained and uninviting?


      Observation: I have developed an opinion over the years that the quality of the bag drop appears to be a direct reflection of the attention that is given to the golf operations of a Club. Unattractive bag drop areas are a strong indication that not enough attention is given to the activity of golf. Conversely, enter a Club where great attention is given to the entry point of a golfer, you find a Club that has a relatively Full Equity Golf Membership or even a waiting list to become a Full Equity Golf Member.


      Suggestion: If nothing else, spruce up the bag drop area with large planters, foliage, and any other relatively inexpensive means of making this one of the most beautiful front doors to your Club.


      Question: Have you ever arrived at a Golf Club where the only thing a Member, prospective Member or a Member’s guest needed to do was to place their car in park and pop the trunk? Didn’t you feel that this was a WOW experience?


      Observation: It is extremely impressive to drive up to the designated bag drop location at a Club to drop off your golf bag, and the only requirement is that you get out of the car and everything else is taken care of.


      Question: Isn’t the service mentioned above giving great attention to the Full Equity Golf Member?


      Observation: Many Clubs have valet parking for visitors dining at the Club, those individuals coming to eat the food where the profits are break even at best. Yet, our most valued Member, the Full Equity Golf Member, and guests, often park their own car and enter through the back door.


      Observation: I have heard numerous explanations and excuses from GM’s as to why the bag drop is as it is. However, when a person visits a Club that always seems to have a full Membership, this first impression, made in the first 15 seconds upon arrival, is revealing.


      Question: Is your most important customer being somewhat ignored during that first 15 seconds?


      Observation: It is my belief that either building architects totally missed the mark on how Members were going to arrive at the Club or Clubs need to adopt the architect’s anticipated flow of Member and their guests’ arrival.


      Question: What can you do, without spending a great deal of money, to spruce up your primary entry point into the Club by your primary customer?


      Question: What have you seen others do to give you that WOW experience arriving at their Club?

    

  


  
    
      


      The Bag Drop/Cart Attendants


      Club Score Card


      [image: Scorecard: The Bag Drop (Attendants)]


      Question: If the Bag Drop/Cart Attendant is the first person golfers meet at the Club upon arrival at the bag drop area, why is this individual not the most trained ambassador of the Club?


      Question: Even though this position is probably one of the lowest paid employees, shouldn’t it be one of the Club’s most important interviews during the hiring process?


      Observation: The Club really needs to take the time to find out about this individual’s personality and character. The Bag Drop/Cart Attendants need to be friendly, have a firm handshake, a welcoming smile and have the ability to look a person in the eye upon introduction. They also need to be the type to do something, not in the official job description, but because it would help a Member, or the Member’s guest, immensely.


      Observation: The bag staff at a Club have become some of my immediate best friends at the Club. They invariably get to know me by name, they seem to anticipate most of my golfing needs, and they talk to me about my game both before the round and after. In my opinion, they often are the absolute best ambassadors of the Club, whether given formal training or not.


      Observation: Most Clubs have a lineup of the Food and Beverage staff on a daily basis. This is conducted to determine if employees are properly attired, know the soup and specials of the day, and are given additional training based on the prior day’s experiences.


      Question: If your bag drop/cart attendee is your initial ambassador to a Full Equity Golf Member, guests and prospective Members, do they receive the same level of training as those Food and Beverage staff?


      Question: Is your bag drop/cart attendee the newest hire at the Club, the young kid who is willing to stand out in the heat, being paid the least amount of compensation, working mostly for tips? Shouldn’t the bag drop/cart attendees be your best, your most accomplished, your superstars?


      Question: How much formal training do your bag drop/cart attendees receive regarding your Club’s practices and procedures?


      Question: Does the GM know and make occasional contact with these employees in order that they feel comfortable sharing information?


      Question: Is there a line of communication letting these ambassadors inform management of significant issues going on with the golfers such as; golfing injuries, Members going out of town, Members friends moving into town, guests that could be interested in Club Membership, etc.?


      Observation: Trust me, these employees of the Club know what is going on because they talk to golfers and can be excellent listeners. Take advantage of this knowledge.


      Observation: It is sweltering, cold, wet or humid working as a Bag Drop/Cart Attendant, especially if they are not sheltered by a roof or canopy, and provided heat or air-conditioning. The dress code for a doorman at a 5-star hotel is often a tuxedo or a clearly defined uniform.


      Question: As a means of keeping these individuals clean, dry, presentable and comfortable while performing their most important function, shouldn’t some money be spent on your ambassadors? Shouldn’t your Club’s ambassador to the golfing experience have a consistent dress code requirement and be provided with enough shirts that they are able to wear a clean shirt twice a day?

    

  


  
    
      


      The Locker Room (Arriving)


      Club Score Card
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      Observation: Locker Rooms come in all shapes and sizes, from being non-existent to a full basketball court for Members, such as Shaquille O’Neal and Grant Hill to have pick-up games.


      Question: How do you view your Locker Room facility and does its function promote “It’s All About Golf?”


      Observation: Many view their Locker Room as a bathroom and/or a shower facility, the importance being clean counters, adequate soap and grooming products and clean toilets.


      Observation: Some view the Locker Room as a place to change clothing and have their golf shoes cleaned.


      Observation: Others, however, view their Locker Room as one of the most crucial stops in the golf experience.


      Location


      Question: Is your Locker Room easy to find?


      Observation: I guess it helps to be with a Member when it comes to finding the Men’s or Ladies Locker Room at many Clubs. Multiple signage would be helpful to a guest of a Member, a prospective Member, or a new Member.


      Question: Is the signage adequate to identify the proper Locker Room?


      Observation: I recall entering a Ladies Locker Room by mistake as the sign for the Room was covered by the entry door being propped open. Did anybody think when he or she selected the position of the signage? I used to be a Member of this Club before it was renovated and the Locker Rooms switched. Imagine my surprise upon my return to this Club!


      Lockers


      Question: What is with Clubs not having enough lockers for its Membership?


      Question: Do you know the feeling of a Member that is “not good enough” to be able to have a locker while others do?


      Answer: One feels like a second class Member.


      Observation: Some of the nicer Golf Clubs in the country are limited in their space to have enough lockers for each and every Member. Therefore, those types of Clubs have a sharing policy: two Members to a locker. It seems like that is a better answer than to tell a Member that they are not entitled to a locker.


      Question: Does your Club have any designated lockers for Members’ guests or prospective Members?


      Observation: Being a guest at a number of Golf Clubs around the country gives me a unique perspective some may not have. I obtain an impression as to how welcoming a Club is by the accommodations in the Locker Room.


      Question: Are guests of Members important to the Club?


      Question: Are prospective Members important to the Club?


      Suggestion: If the answer to the two above questions is yes, being able to utilize a locker during a visit to the Club gives a lasting impression.


      Question: Why would your Club allow Members to place their shoes, hats and other items on the top of lockers?


      Question: Are the tops of your lockers clear of personal items?


      Observation: Lack of cleanliness and organization is a direct reflection of your Club and its Members. Walk into your Locker Room and peer over the lockers to see if they are free of items.


      Birdie Tree


      Question: Is there a “Birdie Tree” in the Ladies Locker Room?


      Observation: Many Ladies Locker Rooms have a “Birdie Tree” because it is so rare that the Lady golfers score a birdie on the golf course.


      Question: If this is a fact of your golf course and/or your Ladies golf games are such that birdies are so rare, why are the Superintendent and Golf Professionals not doing something about it?


      Observation: Golf courses are often built for the PGA Touring Pro, forgetting about the core players of the game. My good friend Jan Beljan, Golf Course Architect, has been promoting moving tees forward to make this great game of golf more enjoyable for everyone. If the PGA Touring Pro can find birdie holes on the golf courses they play, so should the average golfer; “Come on, Man,” let’s make some changes to both the Members games and the golf course.


      Question: What steps has your Club taken to encourage your Members to tee it forward for an opportunity to have more birdies?


      Observation: A survey of the TEE IT FORWARD, a joint initiative of the USGA and PGA, participants found:


      
        	56 percent played faster


        	56 percent are likely to play golf more often


        	83 percent hit more lofted clubs to greens


        	85 percent had more fun


        	93 percent will TEE IT FORWARD again

      


      Observation: WOW!


      Question: Is it time to address the root cause for Clubs to have birdie trees in the Ladies Locker Rooms?

    

  


  
    
      


      The Locker Room Attendant


      Club Score Card
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      Shoes


      Question: During the 4 hours a golfer is out on the golf course, does the Locker Room Attendant have four or five minutes to polish a golfer’s street shoes?


      Observation: Many Clubs do this. Therefore, it is always a shock when it is not done as a matter of due course.


      Question: As the Locker Room Attendant assigns a locker to a guest or potential new Member, do they observe the player’s golf shoes to see if they may need just a touch of polish or maybe some replacement spikes before they play?


      Observation: One Club Locker Room Attendant noticed that my golf shoes had not been cleaned properly after my last round of golf, or possibly, in months. It neither took much time out of the Attendant’s day to go to this effort nor did it cost the Club lots of money to place a bit of polish on my golf shoes. This is what I call a WOW experience and I have been talking about it since 1996.


      Observation: Another great story comes from a Retired Army General. While on active duty, he arrived at a Club, changed into his golf attire and had a great day on the golf course as a guest of a Member. Upon returning to the Locker Room, he proceeded to put his Army uniform back on. He looked around and could not find his Army shoes. “Where’re my shoes? Somebody took my @%#& shoes!” The Locker Room Attendant approached the General with “General, these are your shoes sitting by your locker.” The General responded: “Those are not my shoes; my heels are all worn down!” The Locker Room Attendant replied: “General, we put new heels on for you.” WOW!


      Question: How much do you think those new heels cost the Club?


      Question: Do you think the Locker Room Attendant was inconvenienced by doing this?


      Question: Do you believe that the General is talking about this Club experience 30+ years later?


      Observation: You bet!


      Question: Is your Locker Room Attendant creating WOW experiences?


      Finding A Guest Locker


      Question: Why does it seem to be a hide and seek experience for the Locker Room Attendant when finding a locker for a guest of the Club?


      Question: Shouldn’t the Attendant have a better idea as to exactly which lockers may be available for his use?


      Question: Should a Locker Room Attendant have been forewarned from the starters tee sheet that a guest is coming and preparing a locker for this guest?


      Observation: The Locker Room is the Locker Room Attendant’s home, his responsibility. He/she should treat it as such. It should be like finding a guest bed in a person’s house. Treat Club Members’ guests as you would a guest in your home.


      Question: What should a guest find in their locker that may be of use to a guest?


      Suggestion: My good friend Todd Dufek, Founder and President of Locker Room Managers Association, suggests Clubs could include the following amenities in guest lockers:


      
        	Advil


        	Tylenol


        	Bayer aspirin


        	Lens cleaner


        	Shoe horn with Club logo


        	Toothbrush and toothpaste


        	Bubble gum (Dubble Bubble, I hope.)

      


      Suggestion: Todd offered that other Clubs have included:


      
        	Sleeve of golf balls with Club logo


        	Tees with Club Name


        	Custom made engraved locker plate


        	Caddy towel


        	Personalized wooden hanger, etc.

      


      Suggestion: Other items I have found in my guest locker have included:


      
        	Bottle of water


        	Power or energy bar


        	Cigars

      


      Question: Does your Locker Room Attendant have the opportunity to ask Management for new items to impress Members and guests? Do they have a budget for these items? Are Attendants encouraged to come up with new ideas?


      The Ultimate Concierge


      Observation: I have noticed that at a fine Private Golf Club, the Locker Room Attendant is the go-to person. Whether a Member or guest needs a drink, dinner reservation or even a driver to another location, Locker Room Attendants that have the attitude of being the concierge make the golfer feel incredibly special.


      Question: Does your Locker Room Attendant visit other quality Clubs to see how better to perform his or her job?


      Question: What new ideas can be obtained by observing what others are doing?


      Question: Is your Locker Room Attendant a Member of the Locker Room Managers Association?


      Observation: Todd Dufek has attempted to take this profession to a new level by forming the Locker Room Managers Association. Your Locker Room Manager should be required to participate in this organization.


      Observation: A Club may also want to purchase one or both of Todd’s books: The Good Steward – How to Set Up and Operate a Shoe Room at a Country Club or Resort and The Good Steward – How to Set Up and Manage the Locker Rooms at a Country Club or Resort.


      Suggestion: Provide access to a Membership in the Locker Room Managers Association and provide these resources for your trusted employee.


      Observation: Todd also believes “It’s All About Golf” but differs with my conclusion that the Bag Drop area is the golfer’s front door. Todd has expressed that the Locker Room is the entry point to the golf course and it is his responsibility as the Attendant to be the Club’s ambassador to begin and end a truly enjoyable golfing experience. WOW! Way to go Todd!! I like your style.


      Suggestion: Let’s have some competition between the Golf Staff and the Locker Room Attendants as to who does a better job in blowing the socks off every single golfer to visit the Club.


      Observation: Below is an excerpt from www.yourlrma.com identifying just one of the tools available to a Locker Room Attendant to provide WOW service.


      Using The Tee Sheet to Provide Extraordinary Service


      “As you recall from previous Thoughts for the Work Week Ahead and other articles in this newsletter, ‘extraordinary service’ was defined as, ‘…anticipating Member needs before they happen.’ For example, if I know a certain Member is going to use the steam room right after he plays and that he always takes two bottles of water with him to stay hydrated, then I make sure two cold bottles of water are waiting for him in his locker when he comes off the course.


      Another Member at our Club likes to have two ‘to go’ glasses of ice with covers and straws ready for him so that he can drink ice water as he plays our course. After getting the tee sheet shortly after I arrive at work, I look for this gentleman’s name. Of course, what I try to do is have them ready so that he doesn’t have to wait for them and can head straight out to the first tee.


      If you are fast approaching 50 like me and have limited short term memory storage space, you can utilize a copy of the daily tee sheet to help you consistently provide extraordinary service to your Members. Once you have the tee sheet and a list of those Members you can anticipate service for and what they need, all you have to do is find the name, highlight it, figure on a 4-5 hour round, determine roughly when they’ll be in, make note of it on the sheet and have their amenity ready for them.” (Dufek)

    

  


  
    
      


      The Golf Pro Shop


      Club Score Card
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      The Golf Pro Shop


      Question: Who owns the Club’s Golf Pro Shop Merchandise?


      Observation: It appears to me that when the PGA Professional owns the Golf Pro Shop merchandise, they are relatively tethered to their small business, making it tougher to serve Member needs, vs. their Golf Pro Shop needs.


      Question: Is your Golf Pro Shop a retail establishment to make money off of Member and guest sales?


      Observation: I am not begrudging PGA Professionals from making a living. I do, however, believe almost everything at a Club should be about the Member and not about an employee or PGA Professional making “profits” from merchandise sales.


      Question: Should the Golf Pro Shop be an accommodation to the Members and guests and be basically a break-even proposition or should it be a profit center?


      Observation: The F&B Department is break even at best and is usually an amenity at a Club (meaning F&B may lose money.)


      Observation: I can purchase golf attire from a number of retail outlets, buying name brands all day long. With that said, I most often purchase golf attire from a Club’s Golf Pro Shop for one primary purpose: I want a logo, telling everybody that sees me wearing the merchandise where I have been.


      Question: Does your Golf Pro Shop use your merchandise as a marketing tool, using your logo as an easily recognized identifier?


      Question: Is your Golf Pro Shop a profit center keeping the Golf Professionals in the office while Members are outside working on their game?


      Rental Golf Clubs


      Observation: Many golfers now travel without their own clubs as going through airports is more of a hassle every day.


      Question: What is the quality of your rental golf clubs?


      Question: Guests may need a golf tee or two on the golf course, so are there already golf tees in the guest golf bag?


      Question: Guests may need a ball marker or two on the golf course, so are there already golf markers in the guest golf bag?


      Question: You want your guests to have a couple of ball mark repair tools when on the golf course, so are there already golf ball repair tools in the guest golf bag?


      Observation: Now I know there are a few lost golf balls found on the golf course occasionally. The balls belong to no particular individual when lost (or at least when they have stopped rolling) so the ball belongs to the finder.


      Question: Has your Club considered putting some extra golf balls in the golf bag for the guest that may have already gone through the sleeve or two purchased in the Golf Shop?


      Observation: It seems as though many Clubs want to get into the pockets of Members’ guests. Most Clubs are already charging a guest fee and cart fee. Could something be provided in return, especially if there is no additional cost to the Club?


      Observation: My worst experience with rental golf clubs was when I was visiting an extremely high-end Private Golf Club and was only asked if I was left handed or right? What did I get?


      
        	Miss matched set of irons.


        	First generation metal woods were in the bag.


        	The wedge traveled further than the 9 iron when hit.


        	The putter looked like it came from the “Putt-Putt” miniature golf course.


        	The golf bag was ripped, and bag stand broken.


        	Neither golf tees, ball markers nor ball mark repair tools were in the bag.

      


      Other than that, I had clubs to play with.


      Observation: My best experience as a guest was when the PGA Professional asked about the quality of game I was currently playing. Upon receiving my answer, he asked if I wanted to play with his set of clubs. WOW! Now I would guess he had a number of editions of his clubs and he did not give me his one of a kind best golf club that could not be replaced. Whatever was the case, I give this PGA Professional and his Golf Pro Shop a double WOW!


      Question: Would your Club PGA Professional knock the socks off of a guest of a Member?


      Staffing The Golf Pro Shop


      Question: Who pays for the staff manning the Golf Pro Shop if the PGA Professional owns the merchandise?


      Question: When the Golf Professional owns the retail merchandise, why is the Club providing space free of charge, providing employees for running the shop for free and then almost always doing the Member billing at no additional charge?


      Observation: What a deal!


      Question: What if I wanted to set up an accounting office in a Club to do tax returns for the Members? What a deal if the Club does not charge rent, the Club hires employees to do the work and then the Club bills the clients. Can I get the same deal? Only kidding!


      Observation: When the Club staffs the Golf Professional retail merchandising operation, the Club staff is not out on the range talking to Members about their golf games.


      Question: Does the Club need PGA Professionals to work the Golf Pro Shop?


      Observation: I believe Members need a PGA Professional outside in the golf practice area, assisting Members with their golf game. I had one Club Manager suggest they can hire a retail clerk to sell merchandise. If a golf question comes up, they can always send the Member to the PGA Professional at the practice area to talk.


      “The Penalty Box”


      Question: Do your PGA Professionals refer to the Golf Pro Shop as “The Penalty Box”?


      Observations: Obviously a term taken from the game of Hockey. Placed in the penalty box keeps a hockey player from performing their talents on the ice, putting their team at a disadvantage and basically of no use to the team while there.


      Observations: Talk about not using a person’s talents correctly. PGA Professionals folding shirts and sweaters, special ordering merchandise and taking tee times?


      Observation: I realize much more goes on in the Golf Pro Shop that I do not see. Tournament scheduling and preparation, golf club ordering, meeting with Members about events, etc. also take place.


      Suggestion: A PGA Professional should consider it a penalty to be forced into the Golf Pro Shop where they are not working on improving a Member’s golf game. Their talents of moving that little white ball down the fairway toward the intended target cannot be easily demonstrated from inside the Golf Pro Shop.


      Question: Are there more PGA Professionals inside watching golf or ball games on TV than there are on the putting green where Members are working on their golf game?


      Observation: I do this test often, and invariably I witness PGA Professionals in the Golf Pro Shop while I look out the window and see Members outside on the putting green working on their game.


      Question: Do you see anything wrong with this picture I have painted?


      Golf Bag Tags


      Question: How important is the golf bag tag at your Club?


      Observation: I am not sure this question has been asked at many Clubs around the country. It is my opinion it is more important than one may think. It gives a first impression, it gives a lasting impression, and it gives a great or poor impression.


      Question: What is the cost and quality of the golf bag tags your Club makes available to your Members to identify their golf bag?


      Question: Did you know that the quality of your golf bag tag is a reflection of the quality of Club your Members belong to?


      Question: Did you know that when your Members play other golf courses, your Member is recognized by the name that is found on their golf bag tag?


      Observation: Many of the plastic bag tags cost less than $1.00 per piece. Some of the most expensive golf bag tags can cost up to $10.00 each.


      Question: If I just paid $10,000.00 to join your excellent Golf Club and your way of thanking and welcoming me as a New Member was by providing me with a $1.00 golf bag tag, do you think I would come away with a WOW?


      Question: Who at your Club is deciding to go cheap versus respecting the fact that your Full Equity Golf Members have paid a significant amount of money to become a Member?


      Observation: I visited the TPC Course at Sawgrass, in Florida and here is what I experienced as a guest. “Mr. Stump, here is a free copper bag tag to commemorate your visit here. If you are interested, go to the counter beside the Locker Rooms, and we will be delighted to engrave your name on the bag tag. It will take a few minutes to do so. While you wait, you can browse in the Golf Shop or have a refreshment in our lovely grill. It may be about 10 minutes or so to do the engraving if that is not a problem.”


      Question: Do you think this copper bag tag was really “free”?


      Question: How much profit did they make off me in the Golf Pro Shop and in the grill after a long, hot day on the golf course, reminiscing with my buddies about the awesome experience of playing Sawgrass?


      Question: What has your Club done to entice golfers to stop by the bar and grill area of your Club?


      Question: Does the flow from the 18th hole logically take a person towards the bar and grill area for a 19th hole experience?


      Used Putter Exchange


      Question: Has anybody considered setting up a golf club putter exchange?


      Question: Why, in addition to selling the newest and greatest putters, is the Golf Pro Shop not where used and discarded golf putters are returned for other Members to try, demo and become the newest owners of the old putters, i.e. a traders market?


      Observation: Old putters were, at one time, the hottest and newest technology. Some PGA Tour Professionals revert back to putters they used years ago because they actually worked better for them.


      Observation: We golfers seem to collect old putters and store them in our garages.


      Question: Has anybody thought about the Golf Pro Shop becoming a trading center for discarded and used putters?


      Observation: Bring in an old putter and get another old putter in exchange, for free. Because golfers are always tinkering with different stuff, this could become a great way to provide a no cost benefit to the Member. Need a first putter for a grandchild to introduce them into the game? Go to the free putter barrel.


      Question: Is your Club only interested in making a profit on selling new putters?


      Question: Wouldn’t it be intriguing if your Club were interested in a Member’s satisfaction of improving their putting stroke with any number of putter options, at no additional cost?


      Golf Activity Inside


      Question: Is golf at your Club only an outside activity?


      Question: What do you do to bring golfers to the Club on days the weather is not cooperating for an outside activity?


      Question: What golfing activity has your Club set up for those days golfers hang out in the Golf Pro Shop, the Locker Room or the Training Room waiting to go outside to play?


      Observation: I witnessed one Club moving overstuffed chairs, sofas and end tables to uncover a 9-hole putting course inside the Golf Pro Shop. Yes, holes were actually cut into the carpet and concrete for days when Members needed to hang out in the Golf Pro Shop, but still want to work on their golf game.


      
        	Learn proper grip


        	Learn proper posture


        	Learn proper stretching


        	Learn rules of the game


        	Learn golf trivia

      


      Question: Is your Club so inclined to do just about anything to assist Members in improving their golf strokes?


      Question: Does your Club have something fun like “SNAG Golf” that can improve a person’s skills inside or out? Mr. Nicklaus is quoted that he “identifiedSNAGas the right partner for the Jack Nicklaus Learning Leagues” due to its “innovative, safe, and modified equipment ... proven first-touch development program, and SNAG’scommitmentto making golf a fun sport to learn.”
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      The Greeting


      Observation: Many Golf Professionals have expressed to me that the golf experience at their Golf Club starts with entering the Golf Pro Shop. I beg to differ, but let’s assume they are correct.


      Question: How is a person greeted upon entering the Golf Pro Shop?


      Question: Does your Golf Pro Shop Attendant enthusiastically welcome you to their domain or does it appear to be an inconvenience to assist you?


      Observation: I occasionally encounter a Golf Professional in the Golf Pro Shop that actually steps from behind the counter to greet me as a visitor to the Club, face to face.


      Question: If this is a Members’ guest’s first visit to the Club, does the Golf Professional walk around the counter to greet him/her with a firm handshake, introducing themselves and asking some information gathering questions? Or, does your PGA Professional remain behind the counter keeping a barrier between the two?


      Observation: How impressive it is for the PGA Golf Professional to extract the barrier in a greeting. You are entering into their house, their domain. If I were to enter your personal residence, I would hope you would make it a point to get up off of the couch to greet me properly so why not expect the same at the Member’s “Second Home”?


      Observation: When a greeting is done properly, the guest feels like they have obtained a new friend for life. When the greeting is done improperly or is nonexistent, there is absolutely no connection to the Club or its representatives. Trust me; this gives a lasting impression!
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      Range Golf Balls


      Question: Who is selecting the golf balls for your driving range?


      Question: Who on the PGA Tour plays a yellow, black stripped Top Flight rock?


      Question: Who claims to be the #1 golf ball in golf?


      Observation: I am not suggesting all Clubs put Titleist ProV1’s on the driving range, but don’t you, as a golfer, observe the brand of balls on the driving range?


      Observation: I also recognize the need to have floaters if hitting into lakes and limited flight balls if distances need to be restricted. But for those other Clubs, I do not understand why they are not providing better quality golf balls.


      Question: What conclusion would you, as a guest of another Golf Club, come to when you are presented with top of the line golf balls on the Practice Range?


      Question: Would your Club’s Chef, in order to save money, attempt to sell flank steak to your Members and call it Prime Rib? Do you know the Club could make more money in F&B if the Chef would replace top quality products with products you can get two for the price of one?


      Observation: I was taken aback when one PGA Professional at a very prestigious Country Club informed me that he had replaced the Titleist golf balls that were on the driving range with Pinnacle golf balls because he was able to buy two for the price of one.


      Question: Are you going cheap because you believe your Members will steal better range balls to use on the golf course?


      Observation: I would suggest the Club staff may be the biggest culprit of playing with range balls rather than the Members.


      Question: What if you did what one Club Manager did to a Member that was lifting frozen Snicker candy bars from an “on your honor” station on the golf course?


      Observation: Upon witnessing the theft first hand, the GM approached the Member and told him that because he loved frozen Snicker candy bars so much, he would deliver a dozen to his house every week. This way the frozen Snickers at the station can remain on the course for all of the Members to enjoy.


      Observation: When you find a Member playing with range balls, consider placing a sleeve of balls in the Member’s locker with a note asking politely to please not take the range balls in the future.


      Trash


      Question: Is there trash blowing from empty cups and bottles and other papers or towels, etc. left by a Member or guest?


      Observation: Club General Managers are so particular about this issue in the Clubhouse, I think it is in their DNA. They cannot walk by anything on the floor or on the ground without picking it up.


      Question: Shouldn’t this become second nature to the entire Golf Staff anywhere outdoors?


      Question: Who on your staff is responsible for picking up broken golf tees on the range on a regular basis?


      Question: Does your range look like a public driving range except for the few hours in the morning when the range is initially set up?


      Observation: As a late afternoon golfer myself, I am often underwhelmed when I arrive at a Club.


      Lines, Angles, and Distances


      Question: Isn’t the game of golf about straight lines, correct angles and accurate distances?


      Observation: The driving range should be set up and maintained, during the entire day, with these concepts in mind. Not just at 6:00 am but also at 8:00 pm.


      Question: Are ropes, bag stands, ball pyramids, etc. maintained in the same fashion as the dining room of your Club?


      Question: Have you observed the table settings in your Club’s dining room?


      Observation: Absolutely perfect! On visiting with Clubs, I have played with the staff by moving a knife to an angle to see how long it takes for them to notice when they walk by and rearrange it to be perfect again. It never takes more than minutes.


      Question: Could the F&B Manager show all other Departments just how they maintain their high standards regarding presentation?


      When Does Range Close?


      Question: Does your driving range close when the employees want it closed or is it closed when the Member is finished using this amenity?


      Observation: I heard the best story at one Club. A Member arrived incredibly late, after being out of town on business, to hit some golf balls before a tournament the next morning. He asked the PGA Professional when the range closed. The answer was that the range would be closed when the Member finished hitting his last golf ball. WOW!


      Observation: I fully understand the need to pick up the balls in order for the Golf Course Maintenance Crew to do their job. However, closing at 6:00 pm when it is light until 8:30 pm seems excessive. A later closing could send a message to the working Members that their practice time after work is important to the Club.


      Question: Should staffing hours be adjusted to accommodate Members?


      Can Golf Lessons Breed Golfer Loyalty?


      Question: Do golf lessons breed golfer loyalty?


      Observation: “Yes, It’s True … Golf Lessons Do Increase Customer Loyalty”, so says a PGA Professional based upon his teaching at a semi-private golf course in South Carolina.


      Question: So, if golf lessons are so valuable in breeding loyalty and can increase Club usage in every phase of the Clubs’ operations, why do Clubs not make golf lessons available to Members as part of their Membership?


      Suggestion: If your Club is Private and Member Owned, you could make golf lessons another amenity the Member receives as part of their dues. Trust me; this could be a great reason to join your Club.


      PGA Professional


      Question: Is there a PGA Professional in the practice area at all times, being of assistance to Members who are working on their game?


      Observation: You can guess that if it were “All About Golf,” PGA Professionals would have, as their primary purpose, the improvement of Members’ golf games.
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      Observation: In the Club dining room, the Servers and Attendants are formally trained to learn and remember Members likes and dislikes, serve their every need, and anticipate those needs.


      Question: Is this the same attitude your Club has about the Practice Range Attendant?


      Observation: In the Club’s dining room, as soon as a Member drops a fork or spoon, the Attendant is Johnny-on-the-spot to provide a clean one. Observe a Member with a glass of water or iced tea become half empty and watch how quickly someone is there to make sure the glass is filled.


      Question: If “It’s All About Golf,” why wouldn’t the Club have an Attendant working the driving range all day, cleaning golf clubs and assisting Members and guests with their every need on the practice range?


      Observation: I am so impressed with the full service provided in almost every Club dining room and would expect nothing less on the practice range, where the Club’s Full Equity Golf Member visits regularly.


      Question: How formal is your Club about organizing the practice range?


      Observation: Just like the setting of a Club table for fine dining, the setting of the golf balls and bag stands on the driving range is an indication of a Club paying attention to the finest of details. It is so beautiful to see a perfectly lined up stack of golf balls awaiting the golfer on the practice range.


      Question: As the day progresses and the activities wear on the range staff, is equal consideration given to the Full Equity Golf Member that arrives later in the day?


      Question: Should only the early morning golfers see you at your best?


      Observation: The Members that come to the Club for breakfast are treated with the same level of attention as those that arrive for dinner. The same should hold true on the practice range.


      Question: How well does your Practice Range Attendant sand or replace divots on the teeing area of the practice range?


      Question: How well does your Practice Range Attendant do in picking up broken tees on the teeing area of the practice range?


      Observation: While warming up to play a round of golf with one General Manager, I brought these last two points to his attention, and he was taken aback. I believe he was somewhat embarrassed that he himself did not notice the unfilled divots and broken tees from days gone by. When you start observing these deficiencies in the practice area, it will be all you can see.
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      Question: Does your Golf Club have reciprocal arrangements with another Club whereby like natured individuals can occasionally use your amenities without being a guest of a Member?


      Question: Does your Golf Club have Monday outings, whereby outside organizations are allowed to have a golf tournament on a day the course is closed to Members?


      Question: Does your Golf Club advertise to the general public that the Club has available tee times for nonmember usage?


      Observation: The IRS indicates “income received by Club from Members of another Club, under a reciprocal agreement, is income from Members of the general public.”


      Question: What part of the words “income from Members of the general public” could lead one to think that a Club may have become a “public accommodation” by allowing the “general public” to use its amenities for a fee?


      Observation: If your Club were, under the law, to be deemed to be a “public accommodation,” your Club would probably need to abide by the Americans With Disability Act (ADA) and non-discrimination rules.


      Observation: I bring this legal issue to your attention for a couple of reasons.


      
        	While Club employees are serving the needs of the “general public,” they are not serving the needs of who I believe is your best customer, the Full Equity Golf Member.


        	While Clubs are pursuing the “general public,” they are probably making their facilities subject to “public accommodation” laws that would not have been applicable if the Club had remained a “Private Club.”

      


      Question: So why is your Club pursuing the “general public”?


      Question: Assuming your Club does have reciprocal arrangements, corporate outings and other transactions with the “general public,” are the places the “general public” goes ADA accessible?


      Observation: Below is a list of areas I have witnessed as possibly being ADA problematic that Clubs dealing with the general public should address:


      
        	Inadequate accessible parking spaces near the Bag Drop


        	Non-compliant curbing


        	Ramps too steep for accessibility


        	Non-compliant doors entering and exiting the Golf Shop


        	Inaccessible isles in the Golf Shop


        	Non-compliant Locker Room doors


        	Non-compliant Locker Room showers


        	Non-compliant restrooms on the golf course


        	Hard to reach on course refreshment stations


        	Improperly marked entrances and exit points on the golf course

      


      Suggestion: Clubs that need to be ADA compliant would be wise to review the “Toolkit for Golf Course Owners and Operations” provided by National Alliance for Accessible Golf.4


      FOOTNOTES:


      
        
          4. www.accessgolf.org/resources/2014allianceowneroperatortoolkit.pdf
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      Question: Does your Club have accommodating rules for those golfers that need special considerations, such as the use of blue handicap flags?


      Observation: It is beneficial to other golfers of a Club to use blue handicap flags on golf carts that allow riders to drive closer to the putting surfaces. This keeps questions to a minimum when players see golf carts driving very close to the greens.


      Single Rider Golf Cars For The Disabled


      Question: Does your Club have a disabled accessible golf cart available to Members and guests?


      Observation: If your Club has golf outings open to the general public, you may be deemed to be a “public accommodation” and be required by law to accommodate the disabled.


      Question: If you were an avid golfer at a Golf Club and became disabled in an accident, from a stroke or other unfortunate occurrence, what would be one of your goals as you worked through your rehabilitation?


      Observation: As an observer of the participants of this great game of golf and contemplating how I would react to an injury that would prevent me from being able to play golf on a regular basis, my personal goal would be to rehabilitate to the point of being able to get back to the golf course.


      Question: Do you have any former regular golfers in your Club that no longer participate in the game with their regular foursome, due to not being able to walk?


      Observation: Single rider golf carts could be one of those Club assets that bring a person back to the game that they otherwise would not be able to play.


      Observation: I am not of the opinion that every golf course should be required by the ADA to purchase a single rider golf cart. I do not like federal regulations any more than the next person. However, with my observations and study of the benefits a single rider golf cart could bring to Members of Clubs, I believe if “It’s All About Golf,” Clubs will embrace single rider golf cart usage.


      Question: What would you consider spending to retain a disabled Full Equity Golf Member at your Club for another two or three years versus having the person downgrade to a Social Member or possibly resigning from the Club without a replacement Member to step into their full paying dues position?


      Observation: Single rider golf carts are generally more expensive per cart than your run of the mill two-seater, as they are specially adapted for use by a person with physical limitations. Because most Golf Clubs run the risk of being public accommodations due to the amount of general public usage, you may not have a choice.


      Question: Why not turn a negative into a positive and promote obtaining and retaining disabled golfing Members?


      Observation: Single rider golf carts have demonstrated they can make the game of golf accessible to many that would otherwise not be able to participate.


      Observation: Golf Professionals will study the benefits of single rider golf carts in the future, and a few will find these to be a tremendous benefit to their Full Equity Golf Members. Those Clubs that allow Members to purchase their own single rider golf carts and those Clubs that buy one or more to accommodate their Full Equity Golf Members will set themselves apart from others that do not accommodate.


      Question: Will the use of a single rider golf cart slow play on your course?


      Observation: My experience in playing with individuals that are otherwise confined to a wheelchair is that the speed of play is not hindered. To the contrary, the players are so conscious of not wanting to be a hindrance to others enjoyment of the game, their speed of play was totally reasonable.


      Question: Can single rider golf carts be used by able-bodied individuals to deflect the stigma that could be associated with a disabled person using one?


      Observation: Threesomes can be assigned a single rider golf cart to demonstrate their safety and usability by the able-bodied golfer. I would encourage Golf Professionals to use them when they play as a demonstration of how they are to be used. A Golf Professional can entice Members to encourage their disabled friends to return to the game using this specialty golf cart.


      Observation: As a Board Member of the National Alliance For Accessible Golf, an organization of the Golf Industry Associations such as USGA, PGA, PGA Tour, LPGA Tour, GCOAA, GCSA, etc., I have a keen interest in this topic. I have observed and tested several single rider golf carts and can attest to how accessible and easy to use they can be. My conclusion is that all single rider golf carts are not the same and a Club wanting to purchase one should study and test drive the alternatives before buying.


      Question: Is your Club worried about what damage these carts may have to the golf course, especially to the bunkers, tees and putting greens?


      Observation: I suggest the Club’s Superintendent and Golf Professional make contact with the cart vendors regarding how these carts are manufactured and to ascertain any limits that could or should be made to their usage. Obviously, limited usage would be required when conditions are too wet, similar to what is already done when local rules require “cart paths only.”


      Observation: When you promote and accommodate disabled golfers, you may want to ensure the restrooms on the course are ADA compliant. Many are not.
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      Observation: Ball marks on putting greens reflect on the quality of the golf course and the golf experience.


      Observation: Almost everybody appears to agree Members know how to fix the ball marks; they just do not do it, or they do it improperly.


      Question: If putting surfaces are such a significant element of the game of golf, who at your Club is the flag bearer promoting fixing ball marks?


      Question: Who at your Club will you hold responsible for encouraging and teaching good golf habits?


      Question: Should it be the Club’s PGA Professional?


      Observation: I have challenged Clubs by suggesting the PGA Professional should be held accountable for teaching Members and guests about the importance of ball mark repairs. The most consistent response is that the PGA Professional teaches it regularly. (I guess they demonstrate it to everybody but me.) It is claimed to be the topic of discussion at Opening Day Events, New Member Orientations and is in the newsletter regularly.


      Question: If there is a belief that adequate communication is there, why are there so many pit marks on the putting surfaces daily?


      Question: Do you ever wonder if the method of delivery is totally ineffective?


      Observation: When a child goes off on their first day of school, most parents encourage the child to listen in class, study hard and do their homework.


      Question: What happens if those good habits are not yet ingrained into the child’s daily habits?


      Observation: Failure is a possibility.


      Observation: Doing the same thing year after year and expecting a different result is said to be the definition of insanity.


      Question: What if a PGA Professional would venture out to a short Par 3 on the golf course and meet with each and every player coming through for a week to discuss the desire to improve the course playing conditions?


      Question: Could that make a difference?


      Question: What if a PGA Professional stood at the practice putting green for a week each month, calling Members over to discuss the desire to improve playing conditions for everyone?


      Suggestion: Drop a ball on the practice putting green, step on it and then demonstrate the proper way to fix the ball mark.


      Observation: A Club could actually be saving money by teaching Members to fix their ball mark plus two others. It could save the Superintendent from hiring somebody on their staff to do this work.


      Observation: I have heard the statement that some Clubs do not expect a Member to repair ball marks or even rake sand bunkers, as these duties are to be left to the caddie. Naturally, this comment came from a person at a Club that provided caddies for their Members and guests.


      Question: If you buy this argument, then tell me why is it that we see Professional Tour golfers on the television walking up to each and every green they reach to repair their own ball marks?


      Question: Are they not being held accountable for their actions, protecting the putting greens for themselves and their fellow golfers and not leaving the duty to their caddie?


      Observation: I often play my golf late in the day and have the opportunity to play on those putting greens pitted unmercifully. If the Golf Professionals I have talked to really believe Members and guests are good enough at repairing their ball marks, please get out of the Pro Shop at 5:00 p.m. and play nine holes. Putting greens are one of a Golf Club’s most valuable assets.


      Question: Why do Clubs always place statements in the newsletters about repairing ball marks but are unwilling to demonstrate to Member’s face to face?


      Observation: If it were up to me, I would place the responsibility on a starter or the bag staff to begin a practice of stating the following:


      
        	“We are delighted to have you at our Club today, and I guarantee you that your golfing experience will be extraordinary. We would ask you to assist us in one area. Some of our Members and guests cannot see as well as they used to and some cannot bend over easily to fix their ball marks on the putting surfaces. Would you mind assisting our Club when you fix your ball mark by fixing another mark that you see?”

      


      Question: What do you think your putting surfaces would look like after one week?


      Observation: New golfers are not always taught golf course etiquette. Once one Golf Professional misses their opportunity to teach a new golfer the etiquette of fixing ball marks, it should not be acceptable for future Golf Professionals to ignore the issue. It would be like a tenth-grade teacher not taking the responsibility to teach a student to read because the second-grade teacher failed to do their job.
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      Observation: I am totally obsessed with the lack of attention given by Club Members and guests to repairing their ball marks on the putting green.


      Question: Why is there such a lack of attention to this activity?


      Question: Let’s review a typical golf cart in Florida. There is usually:


      
        	A place for two golf bags


        	A rain cover to protect the bags and clubs from inclement weather


        	Sometimes a sand rake holder


        	Two sand buckets or sand container holders


        	Seating for two golfers


        	Four cup holders


        	Two shelves for “stuff”


        	One basket in the back for more “stuff”


        	A golf ball holder


        	Golf tee holders


        	A score card holder


        	A pencil holder


        	Often a pencil with an eraser for the mistake-prone golfer

      


      Question: What is missing from this list?


      Question: Where is the one tool a golfer should have as they arrive at their first green?


      Question: When were you ever handed a ball repair tool by a Club starter or Golf Professional and asked for your assistance in keeping the putting greens in almost perfect condition?
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      Observation: When I arrive at the table in a Club’s Dining Room, it is just amazing that the servers believe that I may be thirsty, as they almost invariably bring me a tall glass of cold ice water.


      Question: Would it be possible for the F&B Department to occasionally deliver cold refreshments to the practice putting green or driving range as a complimentary gesture?


      Observation: The picture I have is for a well-dressed F&B Server to walk to the practice putting green holding a tray of Arnold Palmers for the enjoyment of Club Members. Don’t you think that would knock the socks off of Members and they would be shouting WOW!


      Skinny Straws


      Question: What’s with the skinny straws at Clubs?


      Observation: By now, you have figured out I am somewhat obsessive about what some would call very insignificant items. It really has to do with the “Four Ways To Grow A Business.” Number 4 suggests increasing the effectiveness of each process in the business. Another way to say this it to “test everything that moves.” Why do we do what we do? Is there a better way of doing things? So what does this have to do with skinny straws?


      Observation: If you have ever visited a McDonald’s fast food restaurant and ordered a soft drink, you undoubtedly noticed that they provide a straw that is somewhat larger than many other restaurants. I guess McDonald’s wants a customer to be able to enjoy a big drink through their straws fully? See The Ulterior Motive Behind Free Drinking Straws article in the “More To Contemplate” Chapter.


      Question: If you wanted your golfers to be well hydrated, why do most Clubs provide such thin straws?


      Question: Who at your Club is responsible for ordering straws and is their decision based upon the most straws for the lowest price?


      Question: Do you think it is possible for a Club to splurge and to buy more expensive straws in order that we golfers can get a big gulp of fluid?


      Comfort Stations


      Observation: With the increased use of bottled water, golfers appear to be hydrating much more.


      Observation: It is great to see so many water stations or ice machines on the golf course. It is somewhat frustrating to have these stations available and then there not be any cups available due to high usage.


      Question: Is there a way to ensure there is not a run on available cups on the golf course with no back-ups?


      Question: Who is responsible for ensuring supplies are always stocked and available?


      Golf Towels


      Observation: I am often shocked when I pick up a personal towel provided by a Club to wipe perspiration from my forehead only to find it is as comfortable to use as sandpaper.


      Question: Has the person responsible for washing and drying personal hand towels ever considered the use of fabric softeners?


      Observation: Fabric softeners were invented in the mid-1900’s by the textile industry to reduce static and to improve the comfort of clothes. Commercial softeners not your style? Google for alternatives such as baking soda, wool dryer balls, vinegar, etc.


      Question: How would you rate the softness of the personal towel provided on the golf cart?


      Question: Who determines the color and quality of the personal towels at your Club?


      Question: Could you obtain a WOW from your Full Equity Golf Member by paying a little more attention to their personal satisfaction?
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      Question: Are your teeing markers making a statement about your Club?


      Question: If not, why not?


      Observation: Your Club may see itself as a traditionalist so you would have traditional markers. Others will attempt to incorporate a theme into the markers. By all means, make sure the paint used on the markers are bold.


      Observation: It is impressive to find teeing markers match the name of a Club. McArthur Golf Club in Florida has wooden milk bottles as tee markers honoring McArthur Dairy, a local milk product company.


      Question: Can you guess where they found wooden milk jugs?


      Observation: Wooden milk jugs can be found at carnivals where balls are thrown at them to win a big prize. Thus, a carnival supply company was the answer.


      Observation: Maybe it is age, but it is terribly difficult to determine the color of many tee markers in the bright sunlight. Whites can be confused with faded blue with the sun glaring off the blue marker.


      Question: Is there any way to assist the older and more mature golfers in determining the colors of the tee markers?


      Observation: I have played on golf courses where the teeing areas are elevated or discretely hidden behind shrubs. When this occurs, it is often difficult to determine exactly where the desired teeing areas are located.


      Question: Is there any way to give a player some assistance in finding the proper teeing area from the cart path?


      Observation: Taken from the PGA of America website5, here is a question presented: “Do you wish your approach shot to the green was just a bit easier? Would you rather hit an iron into the green instead of a longer club? If you want to play faster and have more fun, go ahead and move up a set of tees this weekend! When you TEE IT FORWARD, you’ll hit more lofted irons into greens, putt for birdies and pars more often, and play faster and score better!”


      Question: Is your Club promoting TEE IT FORWARD?


      Question: Have your Members been informed that golf is a game to be enjoyed and there is nothing in the rule book that states you must always play from a designated set of tees?


      Question: Who at your Club has taken it upon themselves to explain the benefits of TEE IT FORWARD?


      FOOTNOTES:


      
        
          5. www.pga.com/news/pga/tee-it-forward
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      Sand Bunkers


      Observation: An integral part of most golf courses is the strategic placement of sand bunkers. Whether it is to catch errant drives, errant approach shots or define the look and feel of a golf hole, sand bunkers challenge even the best of golfers. I am not convinced sand bunkers are always supposed to be penal. I believe they are there to guide and direct golf shots and to present a challenge to the player.


      Observation: Sand bunkers become penal when a previous player has not properly used a rake to smooth the sand.


      Sand Rakes


      Question: Should sand rakes remain in the sand bunker, outside of the sand bunker or half-way in and half-way out?


      Observation: It is my understanding that sand rakes remaining in the bunker assist the grass mowing crew to mow without obstruction.


      Observation: It is my understanding that sand rakes left outside of the bunker assist the bunker raking crew to do their job without obstruction.


      Observation: For those Clubs that request the sand rake handle to be replaced outside of the bunker while the rake head remains in the bunker, the above two theories do not apply. I understand the reasoning as it makes it convenient for the Member.


      Question: Whose job is it to inform Members regarding your Club policy?


      Mid-Day Sand Raking By Grounds Crew


      Question: Have you ever played a golf course in the late afternoon to find your golf ball settles into a footprint the size of Big Foot in the sand bunker?


      Observation: This should never happen if the PGA Professional, along with the Members assistance, used golf course etiquette and properly raked the bunkers behind themselves.


      Question: Has the Superintendent ever considered identifying those three or four most often used sand bunkers and professionally raked them multiple times during the day?


      Observation: This may be the biggest frustration of a Member that prefers to play in the late afternoon, other than their game stinks (I include myself in this group and the reason we are in this silly sand bunker in the first place.)


      Fried Egg In Face Of Bunker


      Question: What lengths does your Superintendent go to assist in preventing fried egg lies?


      Observation: This must be difficult to deal with and I know Golf Course Architects have a variety of suggestions to reduce this possibility. From a player’s point of view, it can reflect on the attention to detail at a Golf Club.


      Where Does Motorized Sand Raking Machine Exit Bunker?


      Question: Can you see the sand mound building where the Maintenance Crew fails to lift the sand raking machine in time?


      Observation: Now you may think I am getting awfully picky but my friends in the business have pointed this out to me and it now drives me crazy. Talk about lack of education and lack of detail. Let’s prevent that sand hump and leave the sand in the bunker.

    

  


  
    
      


      Restrooms on the Golf Course
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      Observation: Clubhouse restrooms are often decorated to the max with lavish decorations and elegant fixtures. Beautiful pictures on the walls, mirrors, gold plated faucets, etc. However, the restrooms on the golf course are often eyesores at best. Stark white walls are the norm. Not that something nicer would help a player’s golf score, but what message is your Club giving the Full Equity Golf Member and guests?


      Question: Is there any paint color available other than Maintenance Building beige?


      Question: Wouldn’t it be wise to decorate the restrooms on the golf course to the same degree as that in the Clubhouse?


      Observation: One Club Manager set out to plant foliage around the restroom structure, similar to that found around the Clubhouse, as a step to beautify the golf course and its surroundings. He then asked himself the question: “If we are spending this significant amount of money making the outside appearance of the golf course restrooms acceptable and to the Clubs standards, why would the Club not venture inside the facility for the same quality touch?” The conclusion was that he placed pictures, wall hangings, plant stands, etc. in the golf course restrooms to coincide with those inside the Clubhouse.


      Observation: When the time comes for the decorator to update the Clubhouse restrooms, they should do the same with those on the course as well.


      Question: Who is responsible for maintaining the restroom facilities on the golf course?


      Question: Are you proud of the restroom facilities on the golf course?


      Observation: It is understood that most of these facilities are not adequately air conditioned and that there are limitations on what could or should be done inside of the restrooms on the golf course. However, taking Members and guests back to the days of the outhouse is not really impressive, considering the over the top attention given to all other Club amenities.


      Question: If “It’s All About Golf,” shouldn’t the Club upgrade and retrofit the restrooms on the golf course?
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      Observation: The 19th hole is operated by the F&B Department, and I usually have little or no input regarding F&B. I am almost always WOWed. With that said, I only have a couple of questions.


      Snacks


      Question: Are the snacks to be served with after round drinks specifically selected to please the Member or are they chosen based solely on costs?


      Question: Has the Club conducted a study or consulted with Members to determine their preferred snacks?


      Question: Did you know it is a fact that certain snacks do encourage a person to consume more beverages, such as a salty or spicy snack?


      Observation: I have been told that Goldfish are the most expensive snack per pound. I sure hope this is not your Club’s default choice of snacks.


      Ready To Depart


      Observation: Different Clubs have different setups when it comes to Members and guests departing the Club.


      Question: Does the F&B Department communicate with the Golf Department as to the preparations that need to be made (i.e. golf bag placed in the car and the car brought around to the Clubhouse entrance) for Members and guests departing the Club?


      Observation: How impressive is it when your car is sitting in front of the door, either cooled down or warmed up, with golf clubs already in the trunk, ready to go?


      Question: What does your 19th hole do to ensure that the final touch by the Golf Department, in connection with F&B, is WOW?

    

  


  
    
      


      The Locker Room (Departing)
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      Question: Is the arrival back into the Locker Room part of the golf experience at your Club?


      Question: Were you properly greeted by the Attendant as you arrived back into the Locker Room after your golf game?


      Question: Were you offered water, an ice tea, an adult beverage, etc. upon your arrival?


      Question: Were your street shoes timely cleaned and awaiting your arrival back in the Locker Room after golf?


      Question: Did the Locker Room Attendant offer to clean your golf shoes before departing the Locker Room?


      Observation: Many Clubs seem to do a good job of cleaning golf shoes for Members and guests if they have Locker Room Attendants on the clock.


      Question: Would you consider your Locker Room Attendant a concierge of the Club, wanting and willing go above and beyond the normal job duties in an effort to assist Members and their guests with their final needs of the day?


      Question: If not, why not?


      Observation: Some of my most memorable experiences at Clubs have come from visits to the Locker Room. Let me share just one:


      So, our foursome comes in from the golf course, hot and tired and still talking about those great shots and missed putts. Three of us were out of town guests, and one was a Member. We were warmly greeted by the Locker Room Attendant, whose name I still remember all of those years later, immediately asking for our need for a refreshing drink and whether we were interested in a snack or a bite to eat. (This particular Club is a Private Golf Club with couches and chairs surrounding the TV with a PGA golf tournament already selected for our viewing pleasure, serving as an alternative to the bar area.)


      Each of us proceeded to order our favorite cold beverage, flopping down into the extremely comfortable chairs to replay the day and to settle upon any bets won or lost. The Locker Room Attendant, knowing we were spending the night and playing golf again the next day, and that we were going to eat dinner later in the evening, asked this question: “Are you fellows going to eat dinner here at the Club tonight or are you planning to go downtown for dinner? If you are going to eat here at the Club, I need to let the Chef know, so he can be prepared for you, and if you are going downtown, you will need a designated driver to take you, so each of you can enjoy your evening.”


      As typical guys will do, we responded: “Larry, we don’t know what we are doing? Give us another round of drinks.”


      After a few more sips of our favorite beverage and some snacks, Larry returned with the same question, but with a little extra information: “Now you need to make a decision on what you are doing this evening for dinner. If you are going to eat downtown, I need to call my wife to let her know I will be with you tonight as your designated driver and if you are going to eat here at the Club, I need to let the Chef know. Oh, by the way, I saw the steaks that were brought into the Club this morning, and they are absolutely HUGE! Now, what is it going to be, gentlemen? You going downtown or are you eating here at the Club tonight?” WOW!


      Question: Do you think we were going to inconvenience Larry and his wife tonight or were we going to partake in one of those HUGE steaks at the Club?
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      Question: Is there an Attendant Johnny-on-the-spot to clean your golf clubs?


      Observation: At some of the finest Clubs, it is amazing that this is not an established standard.


      Question: Does the Bag Drop Attendant do some extensive searching for misplaced items as golfers are coming off the golf course/departing the Club, such as missing head covers, range finders, etc.?


      Observation: It is always troubling to find that there is something left behind after a golf experience, either by Members or guests of Members.


      Question: Does the Bag Drop Attendant check your golf bag and count the clubs for the possibility of a missing golf club?


      Question: Is the last personal touch, that farewell from the Club, warm and inviting and making the golfer feel that they will be welcomed back to the Club soon?


      Question: Does the Bag Drop Attendant understand the value of a personalized, heartfelt farewell?


      Observation: This may be the last chance for any Club staff person to make a favorable and lasting impression about the Club to its current and prospective Members.
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      Question: Are most of your Club Board Members Full Equity Golf Members?


      Observation: Private Golf and Country Clubs most often structure their Club Boards in a fashion that ensures that there is an over-abundance of elected Members that are Full Equity Golf. It has been my understanding that this is the case for a particular reason. The most significant assets of the Club are dedicated to the game of golf.


      Observation: A Full Equity Golf Member that has a very low handicap or possibly even a plus 1 or 2, does not mean their golf related opinions are better than that of a 15 or 35 handicapper, as long as they understand the importance of the game of golf to the Club.


      Question: If “It’s All About Golf,” when the Club Board meets to discuss and possible changes to be voted on for the Club, should they always ask this critical question prior to the vote:


      “How does this item being discussed and voted on affect the Club in obtaining and retaining the Full Equity Golf Member?”


      Question: What is your Club’s tipping policy?


      Question: Have you ever been at a Golf Club that had a no tipping policy and the Attendant actually refused to accept your tip? Is this impressive or what?


      Question: Is a no tipping policy an additional cost to the Club versus allowing tips to subsidize the salaries of the golf related service providers?


      Question: Which decision should a Club make? Should it be the financial one which places the burden of paying the tip against the end user, or being one that does not require the user to carry large amounts of cash to further compensate the individuals already on the payroll?


      Observation: In a study conducted by a controller working for the PGA of America, the results reflected that there was a substantial cash saving to a golf operation by converting from being a non-tipping Club to one that allowed Members and guests to tip. At the particular operation in question, the savings amounted to over $100,000 annually. A significant amount of the cost of the service to all Members was shifted to the actual user.


      Observation: This same controller, however, later reported that the jury was out on the quality of service being provided by the same staff after instituting a tipping policy.


      Question: What is it worth to your Members and guests to not be required to always have cash in their pockets for every person at the Club offering service that is WOW?


      Question: Does your Club have a food minimum spending policy?


      Question: Why would a Club institute a food minimum when many Clubs lose money or at best break even on food services? Isn’t this forcing Members to use the Club’s least profitable services?


      Observation: If a Club wanted actually to drive their Membership to use their services, why would they not have a golf minimum whereby Full Equity Golf Members are required to bring at least one guest once a month (or three a quarter), utilizing the most profitable services of the Club. With guest fees, cart fees, eating at the snack bar and having a few drinks after the round, Club profits could possibly be increased with mandatory golf minimums.


      Question: Does your Club have a Strategic Plan in place for the Golf Operations?


      Question: Does your Club have a Strategic Plan that must be followed and only changed with much thought and study or can a new Board Member take the Club in a different direction based on their personal thoughts and ambitions?


      Observation: Take a few seconds and picture your fellow Club Members that are currently serving on the Club’s Board. These individuals are to be commended for volunteering their time and talents to help their fellow Club Members.


      Question: With all due respect to the knowledge and experience of each Board Member, would you allow this group of individuals to come into your business and just begin making management decisions and changing the direction of your company for the next year?


      Observation: My guess is that your answer would be swift and without hesitation: “Not in your life.” This does not diminish the talents of your Club Board Members. It just demonstrates that they may not know anything about your particular business and the direction the company has been moving, your specific goals, intentions, and ambitions.


      Question: Should a Club be any different? Why is it that Club Board Members are allowed, when elected, to come in and change the direction of a Club without first gaining an enormous amount of knowledge of the past history and to fully understand the study of the laws and reasoning of how and why the Club has gone in the direction it has and is taking?


      Observation: Some of the new Club Board Members may not fully understand that possibly “It’s All About Golf.” They may have a personal agenda which might not fit into the long-term Strategic Plan of the Club. Thus the need for a clearly defined Strategic Plan for Board Members to follow.


      Question: Has your Club ever considered Honorary Golf Members?


      Observation: Occasionally, young or even old Tour Professionals look for a Club where they can practice and play. If “It’s All About Golf,” entering into an Honorary Golf Membership could generate a significant amount of synergy and pride among Full Equity Golf Members.


      Question: Ever observe the talents of a Touring Professional or one of those young men or women wanting to test their skills on Tour?


      Observation: Watching, studying and emulating the skills of a great golfer does assist high handicappers to a certain extent, even if it only provides a golfer with a surge of energy to stick with or come back to the game.


      Reading Suggestion: Harry Truman stated, “Not all readers are leaders, but all leaders are readers.” May I suggest you read Pro’s Pros by Joel Zuckerman? This book discusses extraordinary Club Professionals making golf great. In particular, the Chapter dealing with John Dahl of Fargo, North Dakota is my all-time favorite. Shouldn’t your Golf Club aspire to have your PGA Professional in a follow-up publication?
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      Observation: It is generally the General Manager’s responsibility to hire the appropriate Club Department Heads to ensure there is Member satisfaction in all areas of the Club. GM’s need not be experts in growing grass, cooking the perfect steak or pouring the perfect martini. They are, however, often held responsible if a Department is not living up to Member service expectations.


      Question: Is there an acceptance of mediocracy in particular Departments versus other Departments?


      Question: Is it difficult to challenge complacency due to the longevity of Department Heads that are just not going to change?


      Question: Can seniority at the Club be a factor in accepting status quo from the leadership team?


      Observation: I am going to venture to guess there are just some battles that are not worth fighting. I find myself dancing around the big elephant in the room here so why not just come out and ask the question.


      Question: Does the Director of Golf have more seniority at the Club and if the boat is rocked too much, might the GM be the person looking for another job?


      Question: Is it easier to manage those areas of the Club that are under a roof than those in the open air?


      Observation: Many General Managers manage by walking around, an exceptional management skill. It seems to be much easier to identify F&B missteps, as it is a function seen daily, if not hourly. Also, Members will be critical at the drop of a hat in this area.


      Question: How often do General Managers observe and then ask questions regarding the experience of Members and guests in the Golf Operations?


      Question: How many times has the General Manager experienced a complaint from a Member regarding activities in the Golf Operations as compared to the F&B Department?


      Givers vs Takers


      Question: Is your Club hiring individuals that are “givers” or do you have some that are “takers”?


      Observation: I really did not fully understand the significance of these two traits until I had the opportunity to meet with one of the most respected Club Golf Professionals in the business, Bob Ford.


      Question: Why are some Golf Professionals so much different than others?


      Observation: That is the question I had the opportunity to ask Bob Ford, PGA Professional that has been fortunate enough to be the Director of Golf at Seminole Golf Club in Florida during the winter and Oakmont in Pennsylvania in the summer. Nice gigs, don’t you think?


      Part of my conversation over lunch with Mr. Ford went something like this:


      Me: Mr. Ford, I have had the privilege to meet several Golf Professionals around the country that have worked for you sometime during their career. The Golf Professionals that have come up under you appear to be different from other professionals I have met. You must be looking for some specific traits for your staff that may not be on everybody’s list! You must have some non-negotiables when going through the hiring process. Can you share with me all of these traits and non-negotiables you are looking for?


      Bob Ford: They need to be able to play golf.


      Observation: A novel idea. As Mr. Ford has played in a number of US Opens, being a relatively good golfer seems to fit. Many PGA Professionals working in the Club Industry tell me that they hardly ever play any golf since they entered the business.


      Me: Anything else?


      Bob Ford: I would like for them to be college educated.


      Observation: A skilled golfer and college educated. Possibly on the golf team at their school?


      Bob Ford: That is an interesting question. If I had to paint you a picture of the person, I would be looking for a “poor” “Midwestern” “Catholic kid” who “grew up as a caddie.”


      Observation: Poor, not entitled?


      Observation: Midwestern, you know what they say about the solid Midwestern attitude?


      Observation: Catholic, maybe having an understanding of rules and regulations, right from wrong?


      Observation: Grew up as a caddie, having a servant’s attitude, a giver.


      Observation: Speaking of a servant’s attitude, a Club General Manager shared this story with me a number of years ago dealing with givers vs. takers. When hiring new staff, he wanted the existing team to write the job descriptions, place the want ads, receive the resumes, do the interviews and narrow the selections down to the best two. The GM wanted to make the final selection. The GM stated he asks some very strange and off the wall questions to keep the prospects on their toes. The GM stated there is one question that is extremely important. He would find a reason to ask about giving or receiving presents. “I see on your resume that you just had a birthday. Would you rather give or receive gifts?”


      Question: How would you answer this question?


      Observation: In the Club business, especially in the Food and Beverage Department, you had better be hiring givers vs. takers. Takers just do not last very long in F&B.


      Observation: If Mr. Ford is basically stating he is looking for givers and the Club General Manager was looking for givers, and we know the F&B Department must look for true givers, there could be something to hiring givers vs. takers.


      Question: In your Golf Department, are you hiring givers or takers?


      Managing By Walking Around


      Observation: I was introduced to Managing by walking around as a teenager working in a multi-story Department Store, Anderson-Newcomb. Mr. John Anderson, one of the owners, could be seen walking each floor of the building daily, greeting, consoling, instructing, and observing.


      Observation: Mr. John Anderson had his morning break sitting with the back of the house employees (that included me.) His lunch was with the Administrative staff and his afternoon break found him sitting with the sales clerks.


      Question: Do you think Mr. John Anderson knew what was going on with his business?


      Question: How many Club Managers regularly walk out to the bag drop on your Management tour of walking around?


      Question: How many regularly walk out to the driving range on their tour of walking around?


      Reading Suggestion: Harry Truman stated, “Not all readers are leaders, but all leaders are readers.” May I suggest you read Good To Great by Jim Collins? I pull this book off the shelf on a regular basis, just to refocus and to get myself back on track of pursuing “Greatness.” Almost every business motivational speaker quotes Good To Great. It is an all-time best seller.
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      Observation: If “It’s All About Golf,” one may be able to assume that the critical position of the Private Golf Club is the Head Golf Professional and the Director of Golf.


      Question: Does your Club conduct golf tournaments for Members and guests?


      Observation: Planning and conducting golf tournaments and outings at a Golf Club takes up an enormous amount of time of Golf Professionals. I would not suggest that these activities be changed as they appear to be an integral part of what is expected from the position.


      Question: Has your Golf Professional examined how your golf tournaments help the Club maintain and retain Full Equity Golf Members?


      Question: Or asked another way, are your golf tournaments the key selling points that bring new Members to the Club?


      Question: How are your Club’s golf tournaments so different and so totally unique that a person choosing between Clubs to join, would choose your Club over a competitor?


      Observation: I am asking these questions because I am not totally convinced tournaments are a marketing differentiation. It may very well be the reason a person joins the Club, but the question needs to be pursued.


      Question: What are the Golf Professional’s responsibilities when it comes to marketing the Club to prospective Members? Is it running the best tournaments ever, or should the focus be elsewhere?


      Observation: If “It’s All About Golf,” the Marketing Professional should be spending most of their time with the Director of Golf, assisting in promoting the primary product the Club has to offer to its target customers.


      Question: Is the Golf Professional included in the planning and implementation of the Club’s marketing efforts?


      Question: Does everyone at the Club, from the GM to the Marketing Professional, to the Board really understand how important it is to include the Golf Professional if “It’s All About Golf?”


      Question: How is the Golf Professional integrated into your Club as one of the primary Member service providers and marketers?


      Question: If “It’s All About Golf,” isn’t the quick introduction of a new Full Equity Golf Member to the entire golf staff and activities, imperative?


      Question: What better way for the Golf Professional to get to know a new Full Equity Golf Member than to schedule a time to play 9 holes with the Member when they first join the Club?


      Question: Why would a Golf Professional want to make an effort to play with ALL new Full Equity Golf Members?


      Observation:


      
        	The Professional can get to know more about the New Member, the Club’s newest best customer.


        	The new Member will get to know more about the Golf Professional as well as the Club.


        	The more the Member knows about the Club and its personnel, the more satisfied the customer will become with their decision to join the Club.


        	The Professional can determine the quality of the Member’s game to assist in matching up games with others of similar abilities.


        	This gives the Professional capacity to market his/her own services by demonstrating their skills as a quality player / communicator / teacher.


        	This is a prime opportunity to point out important items on the golf course to the new Member such as:

      


      
        	Restricted areas on the course.


        	Environmentally sensitive areas on the course.


        	Why a person should not “hunt” for balls in the environmentally sensitive area.


        	Where the yardage markers are located and how the distances are calculated to points on the green.


        	Explain local rules that may apply, such as drop areas, ground under repair, etc.


        	Discuss the Club’s reasoning and the importance of leaving rakes in the sand bunker, out of the sand bunker, or half way in and half way out.


        	Discuss the importance of replacing grass divots or to sand divots and what happens if you don’t do it properly.

      


      
        	How much sand to use?


        	Leave the sand mounded?


        	Stepped on the sand pile to make the surface flat?

      


      
        	Discuss the importance of parking carts away from the greens and how the Club designates parking areas.


        	Where and why golfers with physical limitations should drive their carts when close to the putting greens.


        	Discuss the importance of parking a cart in certain areas around the green or to keep carts on the cart path.


        	Some Clubs do not mark where the next teeing ground is found, so directions may be essential to a new Member.


        	Explain the Club’s policy of fixing ball marks on the green, such as fixing your own plus one additional one.


        	Take this opportunity to explain that the range balls are to be used for such purposes and not to be used for actual play. The Professional can make this clear, in a non-threatening way.

      


      Question: Why do Golf Professionals spend so much time in the Golf Pro Shop when most of their talent can be exhibited on the golf course?


      Observation: I would have thought it makes more sense to hire an experienced retailer to work the counter and sell merchandise in the Golf Pro Shop and have the Golf Professional out near the golf course where the game is being practiced and played by the Members?


      Question: Has the Golf Professional at your Club forgotten how giddy Members get when the Golf Professional actually plays a round or a hole with them?


      Observation: Whether it is the accomplished Full Equity Golf Member that wants an extreme challenge on the course or the hacker that will probably never break 100, Members do enjoy playing with and observing the talent a Golf Professional has firsthand.


      Observation: Golf Professionals that forget they are employed by the Private Golf Club to serve the needs of the Members can get themselves into trouble if they focus too much time on just playing golf for their own enjoyment. Thus, only playing with single digit players or with a certain group of Members is, of course, discouraged.


      Question: Does the Golf Professional spend adequate time in the Club’s practice area, not working on their own game but on the game of Members?


      Observation: Golf Professionals can play from the forward tees with the Ladies and duffers just as well as playing from the tips. How better to practice a Golf Professional’s short-irons than to play the course from the forward tees.


      Question: Is it acceptable for a Golf Professional to give Members free tips on the Practice Range?


      Observation: Most often, I personally do not want nor need a full golf lesson from a Golf Professional. I have had plenty of those for which I have proceeded to not regularly apply what the Professional suggested. I may, however, need a reminder of that one tip regarding my swing regularly.


      Question: Why wouldn’t a Golf Professional walk the Practice Range or hang around the Practice Chipping/Putting area regularly, being seen by the Members, conversing with the Members and providing encouragement?


      Observation: As a CPA and tax professional, I often provide a quick tax answer to a question without having a client sign an engagement letter to compensate me for my knowledge. I do, however, explain the limitations of the quick answer and often suggest a further consultation to delve further into the issue.


      Observation: I once heard a representative of the PGA of America state that a Golf Professional should never give services away for free.


      Question: If, as a new Full Equity Golf Member of a Club, I invest a relatively large sum of money in becoming a Member and then prepay a portion of the annual dues, shouldn’t I be entitled to a few “free” golf lessons or tips from the Golf Professional, considering my fees are being used to pay a portion of the Professional’s salary?


      Observation: Many golfers are not in need of numerous full hour golf lessons. It is those 5-minute reminders and fixes that can change everything.


      Question: Can tips on the practice range be garnered into full teaching lessons as a marketing tool?


      Suggestion: Yes, tips on the range can be converted to full hour teaching lessons.


      Question: Does your Golf Professional meet and greet golfers on the first tee?


      Observation: To be honest, the last place I want to see a PGA Professional is on the first tee as I am preparing to hit my first shot on the course. I am the one that believes in a first tee mulligan, especially when I have not had time to hit the driving range. To me, golf is a game, not a livelihood.


      Observation: If “It’s All About Golf,” I believe the Golf Professional has the best opportunity to change or maintain the golf experience at a Club to become WOW!


      Reading Suggestion: Harry Truman stated, “Not all readers are leaders, but all leaders are readers.” May I suggest you read Gung Ho by Ken Blanchard and Sheldon Bowles? I have read this book multiple times. It is a very easy read and demonstrates how one Department Head can actually make a difference. There is one Club in Florida that has made their total Club “Gung Ho.”

    

  


  
    
      


      The Teaching Professional


      Club Score Card
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      Question: How would you rate your Teaching Professionals?


      Observation: Most Club Members will give their Teaching Professionals a high mark. I believe one of the reasons is because any help with a person’s golf game is better than no help at all. If a neutral or low mark is given, I would suggest it is because there has been very little interaction between the Member and the Teaching Professional. Often, if a Member is not willing to pay for a lesson, the interaction is probably only in the Pro Shop.


      Question: How well is your Teaching Professional compensated?


      Observation: The general compensation structure at most Clubs, outside of the Athletic Departments (golf, tennis, fitness), is to pay individuals a salary if they are in a Management role and to pay others based upon hours worked, taking into consideration experience, talents, and duties. Examples of these are found in the Golf Course Maintenance Department, in the Food and Beverage Department, in Accounting, etc. We see Department Heads, and first assistants in Management roles paid a salary and the staff usually paid on an hourly basis.


      Observation: Outside of the Athletic Departments, very few Club employees are compensated on a commission basis, as there are specific amenities that are being offered and available to Members, whether or not the Member utilizes the Club on a particular day or hour.


      Question: Can you imagine a Superintendent and staff compensated based upon the number of rounds of golf played?


      Question: What would happen if it rained or snowed too much?


      Question: How about the Chef and kitchen staff compensated based upon the number of meals served monthly?


      Question: Can you see the Chef out in the Clubhouse hustling to get Members into the dining room?


      Question: What does this compensation discussion have to do with Teaching Professionals?


      Question: Who thought it was a grand idea to compensate Teaching Professionals at a Private Club based upon blocks of time teaching golf lessons?


      Question: Why don’t Clubs pay a Teaching Professional an hourly wage based on their talents and experience and benefit to the Membership and then expect and demand results from the Teaching efforts?


      Observation: In the accounting profession, we call working based upon blocks of time piecemeal work.


      Observation: A Teaching Professional must work hard to resell their services over and over and over again.


      Question: Is this the primary reason many Teaching Professionals walk the range? Trying to pick up more business?


      Observation: I would want my Teaching Professional walking the range with the intent of helping me with my game, not as a marketing tool for his or her teaching business.


      Question: Is there an alternative to the piecemeal work, trying to find a Member or nonmember to take one lesson and then to pursue them to come back again?


      Observation: I want Teaching Professionals to make a very good living. I want Teaching Professionals to make more than they can make at McDonald’s flipping burgers and then need to hustle Members to take lessons for an additional fee.


      Question: Does your Teaching Professional know the average handicap of the Club’s Members?


      Observation: I believe the Teaching Professional can be one of or the most valuable employees of the Club. If there is a willingness to pay a Teaching Professional what they are worth, Club Members need something big in return. A guarantee Members and prospective Members that their handicaps will drop collectively 30% in the next year.


      Question: Can a Teaching Professional make this kind of promise in return for reasonable compensation?


      Observation: Once a Teaching Professional is paid a reasonable rate of pay for teaching this game of golf, shouldn’t he or she be held accountable for results?


      Suggestion: Pay your Teaching Professional what they are worth and then have them teach every hour on the clock, for no additional pay. I believe golf lessons should be offered to Members at no additional cost. Members pay dues for amenities. Make golf lessons just an additional amenity.


      Reading Suggestion: Harry Truman stated, “Not all readers are leaders, but all leaders are readers.” May I suggest you read Halftime by Bob Buford? I read this book many years ago and have given hundreds of copies away to friends and acquaintances. I had departed the large CPA firm and set up my own small accounting practice where my 2 daughters work for me. This book confirmed I was on the right track, “moving from success to significance.” This book could be life changing.

    

  


  
    
      


      The Golf Course Superintendent


      Club Score Card
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      Observation: The Golf Course Superintendent proves the point that golf course etiquette can be taught.


      
        	Their staff is always offering a welcoming greeting when encountering a player on the golf course.


        	Their staff is very respectful of players on the golf course, pausing, and even shutting off loud equipment when they observe a player beginning to address their golf ball for their next shot.

      


      Observation: I have been told on numerous occasions that Members know golf course etiquette, that the Members also know how to fix ball marks on the putting surfaces and how to fill divots in the fairway. “They just choose not do so.”


      Question: What is the harm in the Superintendent assisting the Golf Department by repeating this information even if you are positive Members have heard it before?


      Question: Can the Golf Course Superintendent share with the Golf Department their technique of teaching etiquette, teaching ball mark repair skills on the putting surface and how to properly fill divots?


      Observation: Most Golf Course Superintendents maintain 100+ acres of an 18 hole golf course on a daily basis, and are fairly consistent providing spectacular playing conditions.


      Question: So why is this so often not the case with the bag drop area? Why is the 40 x 40 area at the bag drop not the most beautiful place on the golf course? As previously discussed, this is the “front door” for your best Member; the Full Equity Golf Member.


      Observation: For Club tournaments, many Golf Course Superintendents paint the inside of the golf hole white, which is said to make the hole easier to see.


      Question: If it is good enough for tournament play, shouldn’t it become the standard for daily play also?


      Observation: I have witnessed at least one Golf Course Superintendent hanging around the Golf Pro Shop in the morning with a cup of coffee solely to interact with Members; discussing course conditions, planned projects and anything else that can affect a player’s enjoyment of their game. Impressive way to stay ahead of perceived Members’ concerns.


      Question: Is this just the habit of one Superintendent or is this a standard in the Club Industry?


      Question: Does your Golf Course Superintendent understand how much Members appreciate getting to know them and can, during these casual interactions, learn more about the course and receiving an education as to the intricacies involved in maintaining a beautiful golf course.


      Question: Has your Superintendent evaluated your golf course condition as it relates to your Club Membership?


      Observation: Kevin Downing, GCSA – Agronomist/Designer and President of 3 Putt Services, located in Jupiter, FL has shared with me a scorecard he uses in evaluating a Club’s golf course conditioning as part of a Member satisfaction analysis. WOW! A Superintendent that understands his work has a direct effect on Member satisfaction. Double WOW!


      Question: Should your Club consider taking the challenge noted later in this book?


      Reading Suggestion: Harry Truman stated, “Not all readers are leaders, but all leaders are readers.” May I suggest you read Seven Days in Utopia by David L. Cook? (It was also made into a movie.) Superintendents mentor many men on a daily basis. Told through the lives of two characters — an eccentric rancher with a passion for teaching the truth, and a young Golf Professional at the end of his rope looking to escape the pressures of the game — they represent each one of us in our various stages of growth.

    

  


  
    
      


      The Locker Room Manager


      Club Score Card
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      Question: To who does the Locker Room Manager report?


      Observation: Often, this position reports to the Clubhouse Manager. This position is so closely aligned to the golf experience that it only makes sense to me to be under the supervision of the Director of Golf.


      Question: Is this position seen as a maintenance position that basically just ensures the Locker Room is clean or is it a Member service position?


      Observation: If the Managers of the Locker Rooms are seen as house cleaning, scrubbing sinks, toilets, and showers, etc., then it would seem logical to be under the supervision of the Clubhouse Manager.


      Question: Is the Locker Room Manager part of the Management Team?


      Observation: The answer to the question above should be “Yes, of course.” If the position is seen to be so important to Member services and Member retention that it is part of the Management Team, one would naturally assume he/she attends Management Team meetings for planning, discussing and addressing how to train their staff in an effort to better serve Member’s needs.


      Reading Suggestion: Harry Truman stated, “Not all readers are leaders, but all leaders are readers.” May I suggest you read The Locker Room Manager’s Book Of Wisdom by Todd Dufek? Whether you are a rookie or veteran, you will enjoy a fellow Locker Room Managers insights into your daily activities. How about two bonus recommendations? The Good Steward – How to Set Up and Operate a Shoe Room at a Country Club or Resort and The Good Steward – How to Set Up and Manage the Locker Rooms at a Country Club or Resort, also by Todd Dufek.

    

  


  
    
      


      The Marketing Professional


      Club Score Card
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      Question: If “It’s All About Golf,” should the Marketing Professional have a background or a learned knowledge of the game of golf?


      Observation: As you know, the Private Club Industry is very unique, unlike any other business.


      Question: When Clubs are searching for Marketing Professionals, does the Board and Management have a clear understanding of the necessary qualifications?


      Question: Could any of these qualifications be important for a Club Marketing Professional to possess?


      
        	Previous or current Member of a Club.


        	Possess or understand the passion they themselves or other people have for the game of golf.


        	A full understanding as to why a person would pay so much money to play golf when it cannot be financially justified.


        	Exhibit “out of the box” thinking to creatively market the Club as opposed to being tied to the status quo stifling their imagination.

      


      Observation: One Club hired a top ranked local Amateur Golfer to be the Marketing Professional principally because he could wholeheartedly relate to and understand the Full Equity Golf Member:


      
        	He has a thorough knowledge of the game as he has played in many Amateur Tournaments.


        	He can play with prospective Members, explaining the benefits of being a Member of this Private Club, both on the course and inside of the Clubhouse.


        	He understands the passion of being a Member of a Club.

      


      Observation: There are a number of very qualified marketing organizations serving the Club Industry. I would suggest that if you choose to utilize one to assist you in your efforts, you consider whether they have a focus on what I believe is your primary target market. If “It’s All About Golf,” make sure they understand this concept.


      Reading Suggestion: Harry Truman stated, “Not all readers are leaders, but all leaders are readers.” May I suggest you read The Golf Marketing Bible by Andrew Wood? I just love his writing style. Andrew has a unique style of marketing that is very thought provoking. He has some nuggets that can be useful to any Marketing Professional.

    

  


  
    
      


      The Club Member


      Club Score Card
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      The Member’s Knowledge Of Golf


      Observation: Your fellow Members have a direct impact on the golf experience at any Club. Their knowledge of the game and their golf etiquette is essential, and I am not just talking about Members’ friends in their immediate group of the day.


      Slow Pace Of Play


      Question: Who do you believe is responsible for the slow pace of play at your Club?


      Observation: First, since he somewhat has admitted he slowed down the game, initially I would place the blame on Jack Nicklaus. He hit his shots when he was ready and not until, so he says.


      Observation: I think many believe the Members are ultimately responsible and then the Ranger second for letting the slow play happen. I, however, believe it is the PGA Professional at the Club that is responsible for discussing this issue, one on one with Members, sharing with them that they are probably going to miss the shot anyway, so just hit the ball. (Partially kidding about that last part!)


      Observation: Really, the speed of play is a learned trait. In all my years of being a Member of various Clubs, not once has the PGA Professional had a one on one discussion with me regarding the speed of play. Yeah, yeah, yeah, it is in the newsletter every month, just like the “fix your divot” and “ball marks on the green.”


      Question: How is that working for you?


      Respecting Rights Of Other Players


      Observation: More often than I would like to count, golfers sit in their golf carts or stand beside the 18th green and do their end of round housecleaning, re-arranging things in their golf bag, cleaning out their pockets, adding up scores, etc. while golfers are standing in the fairway waiting to hit into the green. We assume the Members know better, but it happens anyway.


      Question: Who monitors this interference of fast play and who is responsible for educating Members about respecting the rights of fellow players?


      Observation: More often than I would like to count, golfers in golf carts, taking a short cut back to the Clubhouse, race past other players playing a particular hole, interfering with play, giving absolutely no consideration to their fellow golfers. We assume Members know better, but it happens anyway.


      Observation: It is my understanding that a single player has very little rights on the golf course, such as playing through a group in front. Likewise, playing in a 5-some or 6-some also is generally not allowed to hold up a golf course.


      Suggestion: It is the responsibility of the Board to instruct the Director of Golf or Head Golf Professional to monitor and educate activities not in conformance with Club standards.


      Observation: PGA Professionals tell me they teach this, all of the above, all of the time. Interestingly enough, my Club PGA Professionals over the years have not even alluded to, much less explained to me respecting the rights of other golfers.


      Reading Suggestion: Harry Truman stated, “Not all readers are leaders, but all leaders are readers.” May I suggest you read The Mulligan by Ken Blanchard and Wally Armstrong? It nails the stressed out corporate executive for what he has become, suggesting that we all have second chances to get our life back on track. Like golf? You will love The Mulligan! My favorite quote from the book? After the corporate executive is seen launching his putter into a nearby lake, Davis Love III stated: “And to be honest, you aren’t good enough to get that mad.”

    

  


  
    
      


      Chapter Six


      Where To Start

    

  


  
    
      


      Don’t Know How Or Where To Start?


      Making changes at your Club should be like working with your family and friends to put together a jigsaw puzzle. When you first dump the pieces out of the box, it can appear to be overwhelming. You must be deliberate in your approach to getting started. Do the easy things first. Turn some pieces over to the picture side. Not difficult but important none the less.


      Now begin with one piece, not 10 pieces at a time. It can be frustrating when you get stuck in one place of the puzzle. Sometimes you need to take a “breather,” stand up, take a walk around the table or walk away from the table completely. Come back later and invariably you will be able to see it through a new lens. Alternatively, you can get impatient. When frustration hits, instead of trying something different or changing perspectives, you try to force pieces into the wrong spaces, and we all know what happens to the puzzle. Later pieces do not properly fit, and the blame game starts.


      At my house, somebody holds onto one last piece of the puzzle so he or she can take credit for completing the task. What do we do with that person that wants all of the glory? Let’s not go there because that person is most often me!


      Question: Do you love jigsaw puzzles, but have trouble completing them?


      Question: Do you want to fix your Club?


      Observation: Here are some simple steps to improve your completion rate whether you like to do them or not.


      Observation: Start with the edges. These pieces are easier to find as at least one side is straight. Completing the edges first will give you a boundary and show you the completed size of the puzzle.


      Suggestion: Do the simple stuff first. Find two or three simple items in the Score Card that are “Poor” and take action to make them at least “Good.”


      Observation: Next, go with an odd color or pattern. Pick a color that reflects one small portion of the puzzle. For example, if the only purple color in the entire puzzle is in the upper right-hand corner of the picture, you’ll have a great starting point. It also makes it easy to locate the pieces for that section.


      Suggestion: Find matches that work well together. Match people and jobs that will apparently work well together. Don’t attempt to force pieces together without buy-in. Go with the obvious fits.


      Observation: Pay attention to nuances in color. A picture of a sunset may start at the top with dark orange hues and end with paler oranges at the bottom. Separate all of those orange pieces into the dark, medium and light colors. This makes for easy assembly.


      Suggestion: Pay attention to the small nuances the matches make. Be observant of the little things that can make a big difference in the overall results.


      Observation: Assemble objects. If there’s a boat or a cow in the puzzle, assemble that object. Don’t worry about where it connects to the background. You’ll be able to connect it later.


      Suggestion: Assemble your team, one location at a time. Don’t tackle the Bag Drop at the same time you are addressing the Locker Room. Find small successes, one location at a time. All of the pieces will fit together eventually.


      Observation: Connect object edges. If the picture is of a large object against a background, try putting connecting the edges of the object only. You’ll have an easier time filling in the item than trying to piece together the entire item at once.


      Suggestion: Now you are into the meat of the project, connecting things together. Know there is a direct connection between the Bag Drop and the Locker Room. If nothing else, they are often the next service area on the Member’s path, both coming and going.


      Observation: Group pieces by shape. If you group pieces by shape, you’ll have an easier time finding pieces to fit in certain spaces. This is especially helpful if the coloring is similar throughout the entire puzzle.


      Suggestion: Now you are grouping your best to fit together. Make sure your Service Team talks to one another, providing suggestions and encouragement on creating WOW!


      Observation: Do only puzzles you like. Only do puzzles when you like the picture. Nothing’s worse than pushing yourself to do a puzzle when you don’t find the picture interesting. The fun of assembling puzzles is in the image.


      Suggestion: Have a passion for finishing the puzzle. If you do not have your heart into a transformation of the golf experience or think it is a silly exercise that will never last, consider giving the challenge to another of your Team Members that will find joy in observing the final product.


      Conclusion: If there were a conclusion that I would come to at a Private Club, that is struggling with not having a full Membership, it would be that not enough attention is given to its primary activity. I believe for a Club that has a golf course, “It’s All About Golf.”

    

  


  
    
      


      My Picture Of A Desired Golf Teaching Professional


      Pro’s Pros


      From Pro’s Pros, “Extraordinary Club Professionals Making Golf Great” by Joel Zuckerman


      “Pro’s Pros shines the much-deserved spotlight on 30 of the best and brightest club professionals working today. These men and women are the glue of the game, the unsung heroes of golf, the people that inspire encourage and assist the many millions of golfers that come under their auspices. It is their effort and enthusiasm that keeps the game alive, keeps it vital. It is the club pro, not the PGA Tour superstars we see on television, that are the beating heart of golf in America.”


      One Head Golf Professional, in particular, spotlighted in Zuckerman’s book, stands out to me as the perfect example of a Teaching Professional that offers Members of his Club a WOW experience. Let me share information about PGA Professional John Dahl.


      “North Dakota winters have much in common with the type of chocolate nutritionists recommend: Both are dark and bitter.”


      Question: Do you get the idea this is not the garden spot of golf?


      “…Arctic conditions prevail from Halloween ‘til Easter. The springtime snowmelt means that the rivers rise and serious flooding is a distinct possibility across the northern plains, flat as a cookie sheet. Yet golf survives, even thrives at places like Oxbow Country Club in Fargo, where head professional John Dahl has been ensconced for more than 30 years.”


      Question: Do you want to know why I believe John Dahl is the perfect picture of a Golf Professional that any Club should desire?


      “…fully half of the 300 Members at his Fargo club maintain single-digit handicaps.”


      Question: Did you think WOW after reading that?


      “Dahl estimates his younger students have earned in excess of a million dollars in college scholarships.”


      Question: Do you think you could sell a Membership to this Club?


      “I usually only teach three lessons a day, but I do plenty of five or ten-minute fixes also, in the shop, in the grill room, wherever I’m asked.”


      Question: Can you do this at your Club by teaching only three lessons a day?


      “I promise that new Member, that 25-handicapper, if he is willing to jump in the cage with me, and work on his game in the manner prescribed, he will drop to an 18 that first year, then down to 12 the next season, and then single digits after that. I make the promise because I’ve never been wrong, …”


      Question: Did he say what I think he said? “I’ve never been wrong.”


      Observation: WOW!


      Suggestion: I would make one change in the arrangement John Dahl has with his Club. I would not allow the Teaching Professional to charge for lessons. I would increase the Membership dues to a level that would ensure the Club could pay the Teaching Professional what he or she is worth. No more hustling to get Members to pay the Pro for a lesson. Pay the Teaching Professional what they are worth and then insist they drop Member’s handicaps 30% a year for three consecutive years. If the Teaching Professional cannot fulfill the promise, find another Teaching Professional.


      Observation: If your Club gets the reputation of being the Club that will drop your handicap 30% annually, you may have a line of individuals wanting to join your Club, dying to pay your joining fee, your dues and using your profitable services. Members win, the Teaching Professionals win, and the Club as a whole wins.

    

  


  
    
      


      The Ambassador of Golf Free Golf Lessons


      Question: Is there something a Club can do to really make a difference in the market place?


      Observation: I have studied businesses my whole career and have formed an opinion on what makes some successful and others not so much.


      Observation: Successful businesses need to know who their target customer is and offer a product the competition cannot match. For Private Golf Clubs, the target customer is probably the Full Equity Golf Member, who pays the highest joining fee, pays the highest amount of dues, uses your most profitable services (cart fee, trail fee, guest fee, buying ProV1’s and losing them by the third hole, eating at the snack bar and drinking afterwards).


      Question: If it is “All About Golf,” what would be the #1 product that could be offered to increase customers and bring them back more often? Can a Club offer free golf lessons? Join here, and we guarantee to improve your golf game?


      Observation: I truly believe that with all of my observations, analysis, and study, one of the reasons individuals are not joining Private Golf Clubs is that many prospects (and current Members for that matter) are not really very good at this game of golf.


      Question: Why would a person consider joining a Private Golf Club as a Full Equity Golf Member if they do not play the game very well, if at all?


      Question: If I cannot learn and improve at this game of golf, and my spouse has no real interest in the game, and my children and grandkids are on the soccer field, why would I pay for the cost of a Full Equity Golf Membership to a Private Golf Club?


      Observation: Jack Nicklaus has admitted his grandkids do not play the game. They have other interests. If a Club has a golf course, somebody had better be teaching Members and prospects to play the game and soon. Thus, “It Is All About Golf” if you have a golf course.


      Question: Why do Private Golf Clubs not have teaching Members to be better golfers as its primary focus?


      Suggestion: This could be an amenity like all other amenities. It may not be a money maker, but really, have you studied the financials? In a Departmental format, the golf course Maintenance Department loses money, just like Food and Beverage, Tennis, Swimming, Exercise Facility, etc. This is why most all of the assets of a Private Golf Club are called “amenities.” The Club pays for these amenities by charging Members’ dues.


      Observation: Studies Don’t Lie – The National Golf Foundation did a study that determined better golfers play more golf. Surprised? Not me!


      Observation: The better the golf score, the higher the passion a person has for the game. This came from another NGF study. Yes, that sounds plausible.


      Suggestion: So, if the Private Club Golf Industry would offer free, unlimited golf lessons to both Members and their invited guests (interpreted to be potential new Members), Clubs might just fill up the Golf Memberships to capacity.


      Observation: If I were to be in charge of growing the Membership at a Private Club, I would not go the route of discounting the price. Most successful business executives know you can discount yourself out of business. No, instead of discounting, I want to raise my prices because I would be offering a unique product that cannot be found elsewhere. Thus, with my knowledge of the game of golf and my passion for growing the game and Club Memberships, at my Club, I would create a new position: “The Ambassador of Golf.


      Suggestion: I give this new hire the title of “The Ambassador of Golf” in order to differentiate this position from that of other employees of the Golf Department. It would be preferable that this person is a PGA Professional, but I can see where a person with passion and talent can fill the position without letters after their name.


      Observation: Dave Pelz majored in physics and worked for NASA as a senior scientist with responsibilities for several satellite programs, including Explorer. Upon leaving NASA, he used his passion and knowledge to become a short game guru.


      Question: Can you imagine the effect on Club Membership if your Club had a short game guru at your practice putting green daily, improving your Member’s golf game?


      Suggestion: I would suggest “The Ambassador of Golf” have their office at the putting green, not in the Pro Shop. The reason? Members most often work on their game outside, not inside. Build a platform for the employee, give them a comfortable chair with an umbrella and even consider bringing in a water line for a mister for hot days. Their office is on the putting green, not in the Pro Shop.


      Question: What would The Ambassador of Golf do all day?


      Suggestion: “The Ambassador of Golf” could teach Members the proper way to repair ball marks on the putting surfaces while giving free putting tips to Members. Drop a ball on the green, step on it, making an indention, and then demonstrating the proper fix. Members are never too old to learn.


      Question: Can you imagine the quality of the putting greens on the golf course if ball marks were actually fixed regularly by Members and their guests?


      Suggestion: “The Ambassador of Golf” would be there to teach Members the proper method of raking bunkers while instructing Members how to obtain a “get out of jail (bunker) free” card. Learn a great sand shot, and much of the fear of hitting into a sand bunker goes away. Do this in the short game area or on one of the courses’ holes while golfers are not playing through.


      Suggestion: While demonstrating the short game wizardry of a Phil Mickelson, with flop shots, “The Ambassador of Golf” would be instructing Members the art of properly replacing or sanding of divots.


      Question: Can you see how much better the condition of your golf course is getting using my out of the box theory? A PGA Teaching Professional actually teaching Members exactly what every Superintendent has wanted the Member to learn and follow!


      Suggestion: Now let’s not forget the need to teach golf course etiquette. The “Ambassador of Golf” would teach all parts of golf etiquette to Members, while providing tips on getting the ball on the green and making a putt. WOW!


      Question: What would your Private Golf Club’s Membership look like if everybody, all of a sudden, became polite and respectful on and off the course?


      Question: Should The Ambassador of Golf charge for hour lessons?


      Observation: You must address the inevitable. Members will want full hour golf lessons from “The Ambassador of Golf.” I believe this is an absolutely wrong idea. For one thing, you do not want to step on the toes of the Club’s other “PGA Professionals.” They already have the market on fee-based golf lessons. You should not impose upon this entitlement they have obtained to be paid for their instruction. I, therefore, do not suggest “The Ambassador of Golf” giving private fee-based lessons at the Club. Want to pay for a lesson from “The Ambassador of Golf”? Too bad! It’s not in the job description and therefore absolutely not allowed. He/She is here for everybody, not to the few that are willing to pay more for golf lessons.


      Question: Should The Ambassador of Golf be called upon to fill in as a ranger or other golf related duty?


      Observation: “The Ambassador of Golf” could be asked to fill in as the golf course ranger from time to time. Another terrible idea in my opinion. “The Ambassador of Golf” is of no use to the Members golf game sitting in a golf cart on the course encouraging Members to speed up play. Playing faster and showing golf course etiquette must be taught in and around the practice areas. If Members learn the importance of speed of play, a Ranger should not be needed. Thus, if a Ranger is needed, talk to the PGA Professional in the Pro Shop.


      Question: Should this position be a full-time job?


      Suggestion: In an 8 hour day, “The Ambassador of Golf’s” primary purpose is to teach Members and guests this game of golf for free. It is another amenity at a Club. Teaching should be when Members are at the Private Golf Club. Thus, coming in at 6:30 am every day and leaving at 3:30 pm is not fair to afternoon playing Members. Neither is it fair to come in at 12:00 noon and leaving at 9:00 pm as the early morning crowd may be shortchanged. Use some common sense to serve the entire Club Membership. Alternating hours will be important to be “The Ambassador of Golf” for all.


      Question: Who would be the most likely candidate to hire?


      Suggestion: Going the “Old Pro” direction could be an attractive selection. Remember, this may be one of the most important positions at the Club. Hiring the right person with the right talents is extremely important. You need a person with a true giving attitude. A person that loves people and loves to teach this great game. You want to avoid hiring somebody that is just looking for golf playing privileges.


      Observation: The last and biggest obstacle I have currently considered is how the hiring of “The Ambassador of Golf” will impact the Director of Golf and the Golf Department. What if everyone falls in love with “The Ambassador of Golf” and this person becomes the focal point of Club golf fun? I envision this to become a reality since this person will interact and communicate with Members daily (and remember this is a true “People Person”).


      Question: What if the Director of Golf feels insecure about how important his/her role is within the Club?


      Observation: I honestly have not figured out how to handle this. However, sacrificing the Club’s ultimate success is not going to deter me from espousing my theory and should not deter you.


      Suggestion: Think outside the box. I have no idea how long the list of things that can be taught if only somebody hired a PGA Professional to teach Members this great game of golf. I could probably go on and on with teaching the youth at the Club the First Tee’s Nine Core Values. Heck, the senior Members need this as well. Wouldn’t it be great to have “The Ambassador of Golf” surrounded by men and women of all ages, getting excited about improving their games? Grandkids with Gramps! Moms and Daughters! I can only imagine the excitement this would bring to the Club.

    

  


  
    
      


      Chapter Seven


      More To Contemplate

    

  


  
    
      


      Golf Lessons Breed Golfer Loyalty, So Why Don’t More Golf Courses Market Lessons Aggressively?


      By Kevin Strom

      March 12, 20116


      “Dear Reader,


      Back when I was actively teaching at a semi-private course in South Carolina, it became obvious to me that …


      
        	Our very best customers ALL took golf lessons!

      


      Golf lessons were a valuable source of income for myself, but the increase in customer loyalty to the golf course was even more powerful. I observed that my students:


      
        	Played more golf and came back more frequently


        	Spent more time and money at the practice facility


        	Spent more money on clubs and balls


        	Participated in more Club events


        	Spent more money on Food and Beverage


        	Brought more guests


        	Were more enjoyable to do business with than other customers


        	Complained and haggled LESS


        	Gave more referrals

      


      It’s easy to see how this happens: Teaching a player to overcome a specific challenge like how to get out of a bunker, break a scoring barrier for the first time or play without fear of embarrassment is no small feat! In the course of delivering a quality golf lesson, or better still a long term golf improvement program, the instructor has a unique opportunity to bond and develop a close personal relationship with the player.


      You gain expert credibility on all matters in the player’s golfing world. You become his personal coach, mentor, and friend. And all things being equal, people would rather buy from their friend than someone else!


      In this economy, with the number of new players flat, your quickest route to improving the bottom line is to upgrade your existing players to play more and spend more at your facility. At the same time, you want to prevent them from wandering off with one of your competitors. Golf instruction affords you a unique opportunity to achieve both!


      Surprisingly, only 10% of all golfers take a lesson in the course of a year! An incredible 15% have no idea where to go to get a golf lesson. Is this because there is nobody willing to undertake the task of teaching them to play? Of course not.


      The problem in nearly every case is the failure of the instructor or golf facility to adequately market, advertise, and sell their services. Few of them, if any, would lay claim to any real business training or experience. As a result, they are working – and frequently struggling – in the dark.


      One of the simplest ways to increase your teaching business is just ASK!


      Think about it: Have you ever been to a golf course where they actually asked you at the counter if you would like to take a golf lesson? Me neither!


      If you ask every guest today, you’ll be surprised how many enthusiastically say “YES!” Even guests who say, “No,” will be impressed at your commitment to maximize enjoyment for every guest at your facility.


      Either way you get the opportunity to set yourself apart from the competition and engineer greater customer loyalty for your Golf Club.”


      FOOTNOTES:


      
        
          6. www.golfoperatormagazine.com/golf-lessons-breed-golfer-loyalty-so-why-dont-more-facilities-market-lessons-agressively/

        

      

    

  


  
    
      


      How Far Will “Teaching” Go Toward Success?


      By Mitchell L. Stump, CPA

      December 2016


      I have been sharing the theory of “teaching” to help salvage struggling Private Clubs for over 20 years, but unfortunately, very few Boards and GM’s have been able to implement this theory. Thus, struggling Private Clubs have elected to take a totally different path, actually the same one other Clubs tend to take, and they all seem to end up in the same place: bankrupt, liquidating or selling. Most Clubs pursue nonmember revenue. What can Clubs learn from both my own and others success? Teaching.


      Harley Davidson – I just watched the Discovery Channel’s TV Mini-Series “Harley and the Davidsons” and was amazed at one of the most successful plays the company used in an attempt to bury Indian Motorcycle, the competition. When asked to provide bikes for World War 1, the Harley Davidson Company agreed to do so and then offered motorcycle repair and maintenance training, “teaching,” to the Armed Services during the war. When the soldiers returned home, they were fully equipped to keep their personal bikes running, especially if they had a Harley Davidson. Fast forward to 2015: “Harley rolls our free rider training for troops, vets.” WOW!


      Club Book Series, Inc., sells two subscription based products that I have written: Club Tax Book and Club Sales & Use Tax Book – Florida. Annual Subscribers (or said another way, dues paying Members) have the ability to contact me personally with quick questions, at no additional charge. Yes, I provide “free” education to my “dues” paying Members.


      Club Tax Network, Inc. is another enterprise I have created that operates on an annual dues paying formula. This “by invitation only” group of CPA’s and Attorneys have become Members of Club Tax Network to insure they are as informed about the Private Club Industry as possible. What is offered to these Members and their Club clients? Monthly educational webinars on topics important to Private Clubs. The September webinar represented the 63rd “free” webinar.


      *It is important to address this word “free.” “Free” is not really “free.” In every case, Members paid annual dues to obtain “free” education.


      “Teaching” at Private Clubs – If Clubs want to be successful, they must quit thinking that adding more nonmember usage of amenities keeps the Club above water. It is just the opposite.


      Question: If I can use your Club’s amenities as a nonmember, why would I join and pay annual dues?


      Consider the following proven assumptions dealing with golf:


      
        	Better golfers play more golf.


        	Better golfers have a higher level of passion for the game.


        	The average golfer does not break 100, even at Private Clubs that have, on average, 3 Golf Professionals on staff.


        	90% of golfers are willing to work to improve their game while 10% actually pay for lessons.


        	Many Golf Professionals can be found in the Pro Shop waiting to sell lessons while Members are out on Club property trying to improve their game by themselves.

      


      My suggestion:


      
        	Make golf, tennis, swimming, etc. lessons “free” amenities.


        	Give people solid reasons to become a Member.


        	Guarantee Members that work on their sport as instructed will improve 30% annually for the next three years.


        	Group lessons are a start, but not what I am talking about.


        	Group lessons require Members to be at the Club on the Pro’s schedule.


        	Pro’s should be there to teach on the Members’ schedule.


        	Members pay dues, and when dues are paid, lessons are not really “free.”


        	Begin an all-out blitz on becoming known as THE “teaching” Club.


        	“The Member Is Our Primary Focus.” Golf Example:


        	Teach two versus three-putting on the practice green (while there, teach ball mark repair techniques).


        	Teach bunker play (while there, teach raking techniques).


        	Teach chipping and one putting (while there, teach divot repair techniques).


        	Teach morning, noon and night, whenever a Member is on premise, for “free.”

      


      Conclusion: Pursuing nonmember usage of Club amenities has been tried and proven not to be successful. Harley Davidson, Club Book Series, and Club Tax Network have confirmed “teaching” can be the key to success. Want motorcycle riders for life? Teach them how to repair, maintain and ride their bikes for “free”. Wish Club Members for life? Teach them how to repair and maintain their games for “free.”

    

  


  
    
      


      Promoting The Game Of Golf


      Question: In light of the fact that giving golf lessons is a primary duty of the PGA Professional, do you believe they would be the first to embrace the concept of free golf lessons?


      Observation: From the initial response to an article I wrote regarding free golf lessons to promote the game of golf, you would have thought I had abducted a first born child. I do like to stir the pot on occasion because it starts a dialogue which is the first step in enacting change; change in thought, change in perception, change in action, etc. These exchanges, regardless of how heated they may get, have resulted in great friendships.


      Observation: Be sure to read all of the responses to my Letter To The Editor to grasp the full scope of views on giving free golf lessons.


      Question: What is your perspective today? If you had written a Letter To The Editor, what would your comments have been? Do you believe your viewpoint has changed having read this book?


      Letter To The Editor


      Club & Resort Business


      November 5, 2008


      Club & Resort Business


      Dan Ramella


      1991 Crocker Road


      Suite 200


      Westlake, OH 44145


      Re: Promoting The Game Of Golf


      Dear Mr. Ramella:


      As a consultant to the Private Club Industry, I read as much literature and attend as many conferences dealing with Club issues as I can. That is why I subscribe to your publication Club & Resort Business. My primary focus is on Club tax issues, as I have authored Club Tax Book, Club Sales & Use Tax Book – Florida, and Club Equity Conversion Book, but as a business consultant, I am always intrigued as to how this Private Club Industry hardly ever talks about the one item that I believe can make all of the difference in the world.


      Question: If a Club has a golf course, why is the game of golf not the primary focus?


      
        	Who pays the highest joining fee? Full Equity Golf Member?


        	Who pays the highest dues? Full Equity Golf Member?


        	Who uses the most profitable services, being cart fee, guest fee, trail fee, buying Pro VI’s and losing them by the third hole, eating at the snack bar and drinking afterward? Full Equity Golf Member?

      


      Answer: I think it is all about golf so I wrote Club “It’s All About Golf” Book.


      Question: If the Full Equity Golf Member and guests first arrive at the bag drop, why is it not the most beautiful place on the golf course?


      Answer: It is usually the rattiest place served by the Club’s most undertrained staff person because Clubs do not understand who their best customer is.


      Question: Why do we charge for golf lessons? Why not pay the Golf Professionals a little more money and make golf lessons totally free for everybody, as many as you need? (Free being it is an amenity that is paid for in dues.) Wouldn’t you like to be a Member of a Club where they guarantee you they can reduce your handicap by 5 strokes if you are willing to do some work on your own? I professionally give away free tax advice every single day, with the anticipation that the Club will become a continuing subscriber to my books and to my consulting services. Where in the rules does it say we must pay the Pro to give us lessons when we have already paid him or her once? What could be the results of Club Members becoming better golfers?


      
        	Members enjoy their golf game more


        	Better golfers always come back more often


        	Better golfers invite their friends to play more often as they are not embarrassed


        	Make Members children better golfers, and the parents join them more often


        	Members coming back more often using the profitable services grows the Club


        	And my list goes on and on and on.

      


      How is it that in your last issue, nothing was said about growing this game of golf through teaching Members? We spend $8,500,000 for the Ocean Edge Nicklaus Designed course, yet we cannot figure out why individuals do not stand in line to join the Club? We failed to make anybody a very good golfer, which is why. This Private Club Industry, just like the Restaurant Industry, would go out of business after three years if it were not for the Members paying dues. I know it is a novel idea, but who will be the first Club to make us better golfers? I want to be a Member of that Club!!


      In conclusion, “Give a man a fish; you have fed him for today. Teach a man to fish, and you have fed him for a lifetime”. Give a man a set of golf clubs, and he will struggle to play the game today. Teach a man to golf, and you have possibly made him a Club Member for a lifetime. Let’s promote growing the game, not just by teaching underprivileged kids to play when they will never become Club Members. Let’s teach Club Members and their family to play and quit charging extra for the lessons. Increase dues to cover the costs, or it could be that more Members at the Club will take care of itself.


      If you are interested in interviewing me on this issue and you writing the lead article, please call me at 561-776-0452. Nobody will listen to a crazy tax guy but to you, they just might listen.


      Sincerely,

      Mitchell L. Stump, CPA


      PGA Professional’s Response


      Club & Resort Business


      February 2009 page 10


      I was surprised that you would publish the letter written by Mitchell L. Stump in your December issue (“Where’s the Golf?” pg. 10). I found the letter very insulting and his views very narrow-minded. If he is such an expert he should be on the Board of Directors or better yet, have his own golf course.


      If he would do a little fact-finding he would find that almost all of the contracts or agreements that Golf Professionals work under specify that lessons, and lesson income, are separate from their pro shop duties and club administration work.


      He throws out $100 as the “cost” for getting pros to do any teaching. I for one have given many junior lessons and clinics for the stately sum of free, or at the most $1. Most of the PGA Professionals that I know have junior programs that cost very little for a series of lessons. Two years ago, I volunteered to give a lesson to each Platinum Member at my course, as a way to make the Membership more valuable and entice more Members. I did not receive anything for these lessons, which were done on my time.


      I have never met a CPA who would do my taxes for free—most need at least $100 to push a pencil or a calculator’s buttons. [Mr. Stump] doesn’t do his job for free; why should Golf Professionals be any different? He needs to take his head out of his books, or wherever it is, and see the real world.


      PGA Professional

      Golf Course, Michigan


      My Direct Reply To PGA Professional


      E-Mail February 18, 2009


      Mr. PGA Professional:


      I want to write to apologize if I, in any way offended you and any of your Professionals with my comments in Club & Resort Business. May I expand just a bit?


      I consult with Clubs on a regular basis so I was writing from a Club perspective.


      
        	Why do we pay a Golf Professional about the same as they can make at McDonalds and then ask them to hustle for golf lesson income?


        	Why not pay a Professional “Professional” wages to start with? We pay the Chef a salary, the Superintendent a salary, the Manager a salary, etc.


        	My concern is not so much as teaching kid’s golf, but I am concerned about the 52-year-old who has worked all of their life, sent the kids off to college and now has time for golf.


        	It is the 52-72 year old that can afford to be Members of our Clubs yet they are relatively bad at golf. (Statistics say average Club Member score is 101 vs. 105 for public play.)


        	My thought is that there needs to be a reason to join a Club. The person paying the highest joining fee is the Full Equity Golf Member.


        	The Full Equity Golf Member pays the highest dues.


        	They use the profitable services of the Club being cart fee, trail fee, buying PRO V1’s and lose them by the third hole, eat at the snack bar and drink afterward.


        	I think this is a Private Golf Club’s best customer. If so, why do we not want them to come back more often and bring their friends?


        	I hear that better golfers try to play more often.


        	And my observations go on and on and on, such as if your best customer and guests arrive at the bag drop, why is the bag drop not the most beautiful place on the property?

      


      My take on the Golf Industry is that those that can afford to be a Member of a Private Golf Club either do not play golf or are not good at it. Thus, why not free lessons as part of the Membership? (Free is relative as nothing is free. Raise the dues to cover this cost.) As for myself, I give “free tax advice” which isn’t free. I sell a quarterly updated Club Tax Book publication and then receive renewals annually. (Free the tax advice it is not.) It is an added value to my customers using my services.


      I would love to send you my publication Club “It’s All About Golf” Book “Musings of the Tax Guy” and ask you to think about my questions from a Club perspective. I do not have any answers to my questions, just observations. I resigned from my Club this past November, saving $10,000 in annual dues and have joined a Health Club for $38.00 per month, will do a 6-month Summer Membership at some Golf Club which will cost about $800 – $1,200. That leaves me somewhere about $8,000. I plan to use (and have already started) the $8,000 to take $100.00 golf lessons from a PGA Professional as I want to improve my game and that was not happening at my Private Golf Club, even after paying them $10,000 in annual dues.


      Thanks for taking the time to respond to my letter to the Editor. If you and I can make a difference in growing this game of golf, we will all be successful. I hope that you would allow me to stop by your golf course if I find myself in the area.


      PS. As a tax professional, I do give free tax advice to the Club Industry (which is not always free.)


      PGA Professional’s Response


      E-Mail February 19, 2009


      It was nice to hear from you, and you are right in many ways. Even with all technology has to offer scores are not going down, we build harder more expensive courses, and for the most part, younger people and kids have but at best a fleeting interest in this great game.


      There are no easy answers, but I do believe with a little simplicity golf can rebound. As was pointed out in last month’s issue golf needs more pied pipers. As a Golf Professional I feel it begins with me, this year we are trying more programs for more affordable golf, more instruction and as I always finish my club newsletters with, “play more golf, you do not know how many rounds you get in life.” In my experience, many private course pros seem to think they are on a pedestal, well as we know the cracks are running deep and their pedestals are tumbling. Hopefully some will stand up and take notice.


      The players you mentioned are the bread and butter of the golf business now; we should be doing everything we can to make sure they play better and play more. Thank you for taking the time to clarify your position, do stop in if ever in West Michigan, we could enjoy a round of golf, and maybe I could give you a pointer or two.


      PGA Professional

      Golf Course, Michigan


      Club Manager’s Response


      Mitch:


      After reading you letter to the editor in Club & Resort Business [magazine], I felt compelled to send this e-mail, as I am certain many other Club managers have done or will.


      You have been and continue to be a true steward and proponent of Clubs. Your expertise combined with your common sense approach for improving Clubs today opened my eyes and has certainly benefited me and my Club. I truly get and understand your golf pro, teaching and learning concept and frustration. I am sorry to hear your Club did not, or possibly did and have not altered their thinking or direction, yet.


      My golf pro of 25 years and me met last month and discussed ways to improve our Club. This year is a year of Member retention, improved Member services, and amenities, which is what it should always be about but we sometimes lose focus when we take in 75 Members in one year. I asked him the question: “Where do you make most of your pro shop sales, specifically hardware such as clubs, bags, etc.” He knew the answer but also stated that he loses that focus and forgets the practice range is about face time, interaction time and improvement time. Why do Members come to the practice range, get frustrated with their shots, blame the irons or drivers and drive right off to the nearest Dick’s Sporting Goods store and purchase a new driver and/or set of irons instead of from the golf pro? We know the answer.


      Why do senior Members who have belonged to the Club for 35+ years decide to leave the Club after their latest round of golf and not even a full round? We know the answer because the Club is not willing to alter its philosophy of past. Clubs spend millions of dollars renovating or creating their courses with the hope of making the course ready for a PGA tournament while simultaneously forgetting the 400 Members who are 20+ handicappers and could care less about a once in a lifetime chance of hosting a major tournament; they just want to enjoy their round at their course. The same is true as you have so rightly stated about Clubhouses spending millions of dollars to accommodate business based on 20 or 30 days out of the year, but the overhead remains 365. What business model are they copying or following?


      My golf pro has made it a top priority for him and his assistants to live on the range, at the first tee and on the golf course next year [2009]. I agree with your concept about golf lessons, and my Pro does somewhat, not completely, not yet. I believe I can convince my Board of the importance of teaching golf gratis and somehow bring the Pros on board by getting them involved with the concept, ideas to implement and seeing the importance of doing so and the negative implications for not doing so (loss of Members means loss of revenue for all and hampers the viability of the Club).


      As I mentioned to you after reading your Club “It’s All About Golf” Book and providing it to all of my department heads and Board, I built a new stone bag drop area. It looks great and this past season John*, a part-time Bag Room Attendant made the bag drop his home. As the drop sits directly beneath a bushy tree which attracts numerous well-fed birds who like to leave their own drop(s). But John* could be seen daily cleaning the bag drop and manning the drop awaiting Members and guests with a smile.


      I am making it a priority as well this year to include more junior golf activities, golf times and promote parent-child golf for as many holes or as few holes as they want to play. Same for our seniors; if our 80-year-old Member of 40 years of Membership only wants to play 4 or 5 holes, let him and only charge him for 4 or 5 holes, not 9 and not full price for cart either. Too simplistic I guess.


      Mitch thanks for all you do for me, Clubs and the industry as a whole. One day, if not too late, all Clubs will utilize the Mitch Stump Club operating model; I and my Club are getting closer!


      General Manager


      PGA Certified Member Response


      E-Mail Sent: Tuesday, December 23, 2008, 1:08 PM


      Subject: Letter to editor – Club & Resort Business Magazine


      Dear Mr. Stump


      I have taken your class while you were in the Phoenix area, and may well take others as you pass by again. I am a PGA Member who has progressed through my career to become a GM at a Golf Club. Just a fact. Let me respond to you regarding the concept of free lessons, which I happen to agree with to a point.


      First, the golfer is shortchanged at many Clubs, especially when many of the things that go on at Clubs are expensive (lose money) but potentially attract a few Members. However, anyone involved with a Golf Club does understand how important the golf is to those that plop down the money to join. As a result, the Clubs should be responsible and offer all the possible encouragement that they can to improving the golf at a facility. However, most are shortsighted and stupidly cost conscious, spending money where it least should go.


      So, let’s see where that takes most Clubs. We could pay these Professionals less money, and let them ‘earn’ their way to a decent living, or we could pay them up front, allowing them to make a decent living, and have expectations of them that they benefit of the Club.


      Historically, most Clubs have chosen the former as their Member/golfers have shown a propensity to pay for lessons when they suck at the game. The result is that the Professional you mention, who you believe should be giving back to the benefit of the Club, is making roughly the same amount of money that the typical McDonalds Assistant manager makes. We expect these people to work huge numbers of hours in season, frequently lay them off seasonally because we can. Should we also take away from them any chance to increase their livelihood by claiming they are professionals who are already paid? Only if we would actually pay these people as other professionals would expect to be paid!


      I expect my professionals to represent themselves as professionals among we healed people, yet I have no such concept for anyone working at my local burger joint. As a high schooler, I worked as an assistant manager at a McDonalds, and I know what they are paid. I have worked as an assistant professional at extremely high-value facilities, some which have held major golf events like US Opens while I worked for them. I never had a salary from any of those Clubs that paid me more than McDonald’s did. If I had not been able, through a tremendous effort on my own part, to create a secondary business, I would not have been able to raise my family on what I was paid.


      It is fine to suggest that we pay for professionals, so they should give the lessons for free. Yet we also expect them to run the tournaments, operate a profit center by selling golf product, collect our guest fees, deal with isolated miscreants who are Members, and we don’t pay our professionals as professionals! Your next article, while I believe is on track regarding new expectations, needs to handle the reality of actually paying these people as professionals, or give up your crusade.


      Thanks for reading my rant, as I read yours.


      Sincerely

      Golf Club,

      PGA Certified Member

    

  


  
    
      


      Growing The Game


      Letter To The Editor of Club Management


      Question: Does the Golf Industry wonder why the game is not growing, even though there are more golf courses and the popularity of professional golf stands at an all-time high.


      Observation: In a Club Management article “Growing The Game,” the writer suggested it is up to General Managers at the grass roots level to grow the game. I suggest that the passion of the game is either not being learned (shame on the Member) or it is not being taught (shame on the Golf Industry). The Club Industry must quit pointing the finger at somebody else and take full responsibility to teach the game of golf to their Members. The only skilled Club employee to teach the game is the Golf Pro. I suggest they step forward to claim their lofty position as the protector and teacher of the game.


      June 2, 2008


      Club Management


      Naylor LLC


      5950 NW 1st Place


      Gainesville, FL 32607


      Re: Open Letter to the Editor of Club Management:


      I read with interest Jill Andreu’s article regarding “Growing the Game; Golf Industry leaders lay groundwork for the future” today. I am impressed with the collaboration the Golf Associations now have, but I just think there is more to be said. The First Tee National School Program will reach more than one million kids this year as stated in the article, but I would suggest that less than 1% of these golfers are at our Clubs and probably never will be.


      While hitting balls, all by myself on the diving range at 3:00 this same Saturday, some thoughts came to mind on how to possibly fix this whole “Growing the Game” thing in the Private Golf Club setting:


      
        	Referral Fees – All of those referral fees and credits paid out to Members to bring in a new Member should be stopped immediately and the same sum of money given to the Club’s Golf Pro’s. It is a Member’s responsibility to bring in prospects anyway.


        	Discounts – All of those discounts in joining fees suggested by Club Marketing Professionals should be immediately discontinued, and the same sum of money should be given to the Golf Pros. Being a Member of a Club is a privilege, not for bargain basement shoppers.


        	Marketing Consultants – Quit paying Club Marketing Consultants to set up Club marketing plans that the Club does not faithfully follow anyway and give the savings of this money to the Golf Pros.


        	Advertising – Quit paying for advertising for “nonmember” participation in Club activities and give the savings of these funds to the Golf Pros.


        	Food Minimums – Get rid of the food minimums and establish a golf guest fee minimum where a Member must bring a golfing guest once a month or be charged a guest fee and cart fee and share the added revenue with the Golf Pros. While there, most Members will be spending money on F&B.


        	% of Joining Fee – Share a percentage of each and every new Member joining fee with the Golf Pro’s since “golf” is the primary asset a Golf Club has to market.


        	Reallocation of Staff – If each Department, such as F&B and golf course Maintenance, could do with one less employee, take these cash savings and give it to the Golf Pros for extra staff help.


        	Bonus – Offer a cash bonus to the Golf Pros for reaching Membership levels over and above the amount that would have been reached without their efforts.


        	Golf Retirement Plus – Embrace the PGA of America’s “Golf Retirement Plus” in order that Golf Pros can receive the cash rebate on all qualified purchases at the Golf Club, to be available to the Golf Pros at retirement.


        	SERP – Establish a Club Nonqualified Deferred Compensation Plan for the Golf Pro’s to defer some or all of their new found money until retirement. (See “SERP: A Solution to Closing the Gap in Retirement Savings for Club Pros and Managers” in the same edition of the Magazine.)

      


      Are you with me so far? Now that the Golf Pro is, or can be, extremely well compensated before considering any additional fees from Member requested “private” golf lesson income, demand that the Golf Pro give Members “free” golf lessons. Yes, that is what I said, FREE! And I would suggest giving as many as a Member wants. Most golfers cannot work on more than one or two swing thoughts at a time anyway. It has been written: “A good golf instructor will give you just a couple of things to work on after each lesson. Incorporate a couple of changes and then go on to another couple of game improvements.”


      What a novel idea it would be to actually ask a Golf Professional to teach all of our Private Golf Club Members the nine core values, plus one, related to golf: honesty, integrity, sportsmanship, respect, confidence, responsibility, perseverance, courtesy, and judgment. The plus one is to actually teach the Member how to play the game. I would even suggest asking the Golf Pro to offer a guarantee to each and every Member that their average handicaps will be reduced 3 to 5 strokes within a year of joining the Club or the initiation of the “free” program. Call me naive, but I believe Golf Professionals are better teachers of the game than the “free” advice given from a fellow Member.


      Now Golf Pro’s may get very busy with this “teaching,” but I would suggest that if they are paid for their services, what is the problem? Isn’t that one of the primary talents Golf Pro’s possessed when they were hired? Since Club Memberships are down all over, there are not that many Club Golf Members to deal with at the start, anyway.


      I have read that only 13% of the golfing public takes golf lessons in any one year. Is the reason they do not take lessons because they do not want to improve their game or is it that they feel they cannot afford lessons that do not immediately improve their game. If Tiger and Phil need to continually take lessons to improve their game, I wonder if it would work to improve the game of Club Members?


      Now you may think I am just a Club Tax Consultant but I am also a businessman. What could the results be for a Club in a Private Golf Club Setting?


      
        	Golf Pro’s getting out of the Golf Shop and spending their time with Members on the range and on the golf course.


        	Golf Members improving their golf game will probably come back to play more often because the game is all the more enjoyable.


        	Golf Members coming back more often will most likely result in the use of some of the Club’s most profitable services being: cart fees, trail fees, guest fees, purchasing of golf accessories, eating at the snack bar and drinking afterward while bragging about their new found game.


        	More Members of the Club that need to eat occasionally, so F&B sales will have to go up.


        	Teach a spouse to play the game of golf and “couples” may play together more often.


        	Teach a Member’s child the game of golf, and they bring their parents back more often. (Wonder why parents are at the soccer field versus golf course on the weekends?)


        	Teach a grandchild the game of golf and granddad and grandmother cannot spend enough money on them. (Trust me on this one).

      


      The Golf Industry wonders why the game is not growing, even though there are more golf courses and the popularity of professional golf stands at an all-time high. Beckwith was quoted in the article that it is up to General Managers at the grass roots level. I suggest that the passion of the game is either not being learned (shame on the Member) or it is not being taught (shame on the Golf Industry). The Club Industry must quit pointing the finger at somebody else and take full responsibility to teach the game of golf to their Members. The only trained Club employee to teach the game is the Golf Pro. I suggest they step forward to claim their lofty position as the protector and teacher of the game.


      Keep a chart on the progress a Member is making, similar to that used by doctors. Find a disease and offer suggestions to cure it. One result could quite possibly be a person actually desiring to become a Member of a Club.


      Sincerely,

      Mitchell L. Stump, CPA

    

  


  
    
      


      Locker Room Services Survey For A Guest Visit


      Compliments of Tod Dufek, President, Locker Room Managers Association


      Instructions: Please rate each item below from 1 – 5 (5 as highest) then add them up. A range will be provided at the end of the form that will give you a rating for the Locker Room that you visited.


      
        	Attendant(s) or Locker Room Manager offered you an enthusiastic greeting (in English and clearly understandable) when you came through the doors or when you were in sight of the service counter.


        	Attendant(s) or Locker Room Manager was smartly dressed in a clean, pressed uniform and was appropriately groomed.


        	Attendant(s) or Locker Room Manager asked if there was anything he/she could help you with.


        	Attendant(s) or Locker Room Manager asked you if you were a guest and if you needed a guest locker to store your personal items.


        	Attendant(s) or Locker Room Manager took you straight to a guest locker in the same locker bay as your Member friend or closest available locker.


        	Guest locker was filled with amenities like Advil, Tylenol, Band-Aids, shoe horn, etc.


        	Attendant(s) or Locker Room Manager asked you if this was your first time at the Club.


        	Attendant(s) or Locker Room Manager oriented you to the Locker Room, explaining where sunscreen, bathroom, showers, magazines, television, etc. were located.


        	Attendant(s) or Locker Room Manager asked you if your golf shoes needed attention and if they did, restored them promptly and returned them to you looking brand new.


        	Attendant(s) or Locker Room Manager asked if he/she could clean or polish your street shoes while you were out playing.


        	Magazines, newspapers, towels, trophies, etc. in Locker Room were neatly arranged and organized.


        	Locker Room floor was free of stains, snack debris, etc.


        	Guest shoes shined and left on the floor are set under a bench or up against locker side by side, toes pointed toward lockers.


        	There were no dirty golf shoes on the floor that needed to be picked up, cleaned and put in Member or guest lockers.


        	Amenities and their dispensers on sinks and in showers matched the interior decoration of bathroom and rest of Clubhouse.


        	All amenities were provided that you needed to shower, shave and prepare for life after golf.


        	All amenities provided were neatly arranged and had all labels facing out for easy identification.


        	All amenities such as hand soap, shampoo, conditioner and body wash were near full or topped off.


        	Trash cans were empty or near empty, and floors were clear of debris in sink and shower areas.


        	Shoe room was neat and clean with polishes, daubers, etc. within easy reach and shoes done via systematic approach.


        	Shoe room offered golf cleats in all four fastening systems in at least two cleat brands.


        	Attendant(s) or Locker Room Manager greeted me enthusiastically when you returned to the Locker Room after the round and/or asked how my round of golf went.


        	Attendant(s) or Locker Room Manager did your golf shoes after your round and put them back in your guest locker or exactly where you left them on the floor before I left.


        	Attendant(s) or Locker Room Manager put plastic shoe bag in one of your golf shoes.


        	Attendant(s) or Locker Room Manager said goodbye enthusiastically.

          Bonus Points

        


        	5 points: if Attendant(s) or Locker Room Manager offered course conditions that saved you a stroke or two.


        	5 points: if Attendant(s) or Locker Room Manager offered a bottle of water or non-alcoholic beverage “for the road.”

      


      YOUR LOCKER ROOM LEVEL OF SERVICE SCORE TOTALS

      __________


      Grade: Score = Poor: Below 85 | Good: 85-109 | Excellent: 110-134 | Perfect: 135

    

  


  
    
      


      Golf Course Conditioning Score Card


      Kevin Downing, GCSA – Agronomist/Designer and President of 3Putt Services, located in Jupiter, FL has provided a scorecard he uses in evaluating a Club’s golf course conditioning as part of a Member satisfaction analysis. After conducting a player profile and determining the Club’s best customer, the Score Card below can provide a snapshot in time of your golf course.


      Superintendents can begin their “It’s All About Golf” self-evaluation using Kevin’s “Areas to be graded” and “Specific concerns with each category.” In doing his analysis, Kevin uses a 1-10 scale for each specific concern in each category. Obviously, only a person with Kevin’s qualifications will be able to provide independent observation results.


      Please rate each item below from 1-10 (10 as highest) then add them up.


      [image: Golf Course Conditioning Score Card]


      SCORE TOTALS (a)+(b)+(c)+(d) = __________


      Grade: Score = D: 60 | C: 123 | B: 185 | A+: 300

    

  


  
    
      


      The First Tee’s Nine Core Values


      Observation: The First Tee7 has established Nine Core Values that represent some of the many inherently positive values connected with the game of golf. Great job The First Tee!


      Question: Are these core values universal and how could they be incorporated into your Club’s golf program?


      
        	
          Honesty – the quality or state of being truthful; not deceptive.

          Golf is unique from other sports in that players regularly call penalties on themselves and report their own score.

        


        	
          Integrity – strict adherence to a standard of value or conduct; personal honesty and independence.

          Golf is a game of etiquette and composure. Players are responsible for their actions and personal conduct on the golf course even at times when others may not be looking.

        


        	
          Sportsmanship – observing the rules of play and winning or losing with grace.

          Players must know and abide by the rules of golf and be able to conduct themselves in a kind and respectful manner towards others even in a competitive game.

        


        	
          Respect – to feel or show deferential regard for; esteem.

          In golf it is important to show respect for oneself, playing partners, fellow competitors, the golf course, and for the honor and traditions of the game.

        


        	
          Confidence – reliance or trust. A feeling of self-assurance.

          Confidence plays a key role in the level of play that one achieves. Players can increase confidence in their abilities by being positive and focusing on something they are doing well regardless of the outcome.

        


        	
          Responsibility – accounting for one’s actions; dependable.

          Players are responsible for their actions on the golf course. It is up to them to keep score, repair divots, rake bunkers, repair ball marks on the green, and keep up with the pace of play.

        


        	
          Perseverance – to persist in an idea, purpose or task despite obstacles.

          To succeed in golf, players must continue through bad breaks and their own mistakes, while learning from past experiences.

        


        	
          Courtesy – considerate behavior toward others; a polite remark or gesture.

          A round of golf should begin and end with a handshake between fellow competitors. Players also should be still and quiet while others are preparing and performing a shot.

        


        	
          Judgment – the ability to make a decision or form an opinion; a decision reached after consideration.

          Using good judgment is very important in golf. It comes into play when deciding on a strategy, club selection, when to play safe and when to take a chance, the type of shot players consider executing, as well as making healthy choices on and off the golf course.

        

      


      FOOTNOTES:


      
        
          7. www.thefirsttee.org/club/scripts/library/view_document.asp?NS=PUBLIC&DN=NINEVALUES

        


        

      

    

  


  
    
      


      The Skill-Passion Connection


      National Golf Foundation Study8


      In a recent survey, we asked Core golfers (those playing eight or more rounds a year): “All things considered, how would you rate your passion for playing golf?” Respondents could choose any number from 0-10 where “0” was “not at all passionate” and “10” was “extremely passionate.” We also asked about average score on an 18-hole regulation course. Results show that there is a correlation between passion and score – the higher the passion, the better the score and vice versa. Of course, passion and score are also related to play frequency – the golfer who plays more scores better and is more passionate.


      Once golfers begin to break 100 regularly, the passion starts to grow (see chart below). Once they break 90 regularly they move into the 9-10 passion range – these are the “golf nuts” we’re looking for.


      [image: Passion for Golf by Average]


      While we can’t answer the chicken-and-egg question of which came first – the passion or the ability – we can look at the importance of instruction in increasing commitment and growing the game. Some key observations:


      
        	95% of Core golfers have a strong desire to improve


        	80% say they are willing to work on their game


        	81% believe they are capable of improving

      


      However…


      
        	Only 23% took a golf lesson in the past 12 months


        	And, 40% don’t know of a teaching professional

        they could go to

      


      Conclusion: There are plenty of players who want to improve and believe they can do so with the help of a Golf Professional. Time and money are barriers to golf instruction, no doubt, but they are surmountable barriers for the majority of golfers. Course operators need to get their pros out on the range engaging customers. Maybe the first step is a brief lesson or a clinic – what about after-work clinics that are fun and sociable? – Eventually progressing to one-on-one instruction. As in virtually every endeavor, you have to ask for the order.


      FOOTNOTES:


      
        8. The Future of Private Golf Clubs in America, Joseph F. Beditz, PH.D and James R. Kass, National Golf Foundation, 2008 NGF Helping Golf Businesses Succeed

      


      

    

  


  
    
      


      Private vs. Public Golfers


      National Golf Foundation Study9


      [image: NGF Study]


      *While greatly outnumbered by public golfers, Club Members are attractive to the golf industry because of their spending power. Female golfers are much more likely to be found at Clubs.


      FOOTNOTES:


      
        9. The Future of Private Golf Clubs in America, Joseph F. Beditz, PH.D and James R. Kass, National Golf Foundation, 2008 NGF Helping Golf Businesses Succeed

      

    

  


  
    
      


      The Ulterior Motive Behind Free Drinking Straws


      Posted by John Elder Robinson on Sunday, April 15, 200710


      Have you ever considered the reason restaurants supply a straw with every drink, when serving soda, ice tea, or other non-alcoholic beverages?


      “Customers expect them,” you might say. And you’d be right. Customers do expect them at McDonalds or Starbucks. But those same people don’t expect them at home. In fact, most of the people who drink through straws in restaurants do not use them at home.


      Restaurant customers have been trained to ask for and expect straws. That’s a more accurate explanation. How did it happen? Marketing, and repetition. Straws have been in common use so long that most of us have grown up with them. Straw at the restaurant, plain glassware at home has become the ordinary way of thinking for many of us.


      What’s the result? We drink more in restaurants. That’s why they do it.


      For the entire history of human evolution, splashing a drink on your face or at least your lips was an accepted and normal part of drinking. The introduction of straws changed the rules. Over tens of thousands of years, our bodies evolved to associate wet lips with satisfied thirst. Drinks that are ingested via straw don’t touch out lips, and so do not satisfy our thirst as quickly.


      The result: we drink more.


      Nowhere in the many articles chronicling the history of drinking straws have I read this simple truth. Do they teach it at McDonalds and Wendy’s franchise school? I wonder.


      Try it yourself next time you order a Coke or ice tea… skip the straw. Do you drink less? I wager you will. It’s an interesting point to ponder.


      And how exactly does the lack of a straw reduce consumption? I’m not sure, but I have some ideas. One is this: you don’t feel the need to take a drink while your lips are still wet from the previous sip. The straw gets around this inhibition, because your lips never get wet from the drink.


      An interesting fact that reinforces this theory of mine relates to the carrying capacity of modern straws. Did you know that the plastic straws at today’s fast food restaurants are 50% larger than the straws at soda fountains 50 years ago? It’s true. Look at some old straws in a museum if you don’t believe me. Stimulation of consumption is the only reason I can see for increasing the diameter of a straw.


      As a child, I never once heard the complaint: This straw is no good! I can’t suck enough juice through it!” Did you?


      But the marketers were watching. If they could cause a drink to be ingested more rapidly, they reasoned, they’d be more likely to sell refills. And they were right. It worked. The high capacity drinking straw was a solution in search of a problem, and it’s been a huge success for the foodservice industry. But has it helped us, the eaters?


      There has been much made recently of the supersizing of American food. The high capacity plastic drinking straw has made a major contribution to the success of supersized drinks, alongside our supersized meals. High capacity eating and drinking have grown up together in America.


      There are some drinks that are served with toppings – the head on beer, the whipped cream on hot chocolate – and the topping is savored on your lips and in your mouth. It’s a part of the experience of drinking those liquids. And as a result, liquids like that are seldom drunk with straws, even today.


      FOOTNOTES:


      
        10. www.jerobison.blogspot.com/2007/04/ulterior-motive-behind-free-drinking.html07

      

    

  


  
    
      


      References

    

  


  
    
      


      References


      4 Ways to Grow Your Business. Ran One Americas Business Getting Results Direct. RANONE, 2009. Web. 1 Dec. 2016.


      www.global.ranone.com/announcements/4-ways-to-grow-your-business


      Andreu, Jill. Growing the Game “Golf industry leaders lay groundwork for the future.” Naylor; Club Management May/June 2008. Web. 1 Dec. 2016


      www.nxtbook.com/nxtbooks/naylor/MAMS0308/index.php?startid=38#/20


      Collins, Jim. Good To Great. New York, NY: HarperCollins Publishers Inc., 2001. Print.


      www.jimcollins.com


      Downing, Kevin. Golf Course Conditioning Score Card. Jupiter, FL


      3puttservices@gmail.com


      Dufek, Todd. The Good Steward – How to Set Up and Operate a Shoe Room at a Country Club or Resort. The Locker Room Managers Association. YourLRM.com 2000-2016. Web. 1 Dec. 2016.


      www.yourlrma.com/books.htm


      Dufek, Todd. The Good Steward – How to Set Up and Manager the Locker Rooms at a County Club or Resort. The Locker Room Managers Association. YourLRM.com 2000-2016. Web. 1 Dec. 2016.


      www.yourlrma.com/books.htm


      Dufek, Todd. The Locker Room Manager’s Book of Wisdom. The Locker Room Managers Association. YourLRM.com 2000-2016. Web. 1 Dec. 2016.


      www.yourlrma.com/books.htm


      Dunn, Paul. The Multiplier Effect. Results Accountants’ System and the Accountants’ Boot Camp, 1999.


      Houvouras, Jack. “Bill Campbell: a Life In Balance.” Huntington Quarterly; Issue 70, Summer 2010. Web. 1 Dec. 2016.


      www.huntingtonquarterly.com/articles/issue70/campbell.php


      Kass, Jim. The Future of Private Golf Clubs in America. The National Golf Foundation, 2008. Web. 1 Dec. 2016.


      www.secure.ngf.org/cgi/catalogsearchdetail.asp?ITEMNUMBER=99MR220&CategoryID=&Keyword=


      Robinson, John Elder. The Ulterior Motive Behind Free Drinking Straws. Jerobison.blogspot.com, 2007. Web. 1 Dec. 2016.


      www.jerobison.blogspot.com/2007/04/ulterior-motive-behind-free-drinking.html07


      Strom, Kevin. Golf Lessons breed Golfer Loyalty, So Why Don’t More Golf Courses Market Lessons Aggressively? Golf Operator Magazine, 2011. Web. Dec. 2016


      www.golfoperatormagazine.com/golf-lessons-breed-golfer-loyalty-so-why-dont-more-facilities-market-lessons-agressively/


      Stump, Mitchell. How Far Will “Teaching” Go Toward Success? The Board Room Magazine, December 2016. Print


      www.boardroommagazine.com


      Stump, Mitchell. Letter To The Editor: Where’s the Golf? Cleveland, OH, Club & Resort Business, December 2008 and February 2009. Print.


      www.clubandresortbusiness.com


      The First Tee Nine Core Values. The First Tee of The Palm Beaches. The First Tee of The Palm Beaches, 2016. Web. 1 Dec. 2016.


      www.thefirstteepalmbeaches.org/about/the-nine-core-values/


      Zuckerman, Joel. Pro’s Pros “Extraordinary Club Professionals Making Golf Great!” Ridgeland, SC: Sharon Press, Ltd., 2013. Print.


      www.vagabondgolfer.com/pros-pros

    

  


  
    
      


      Club Book Series, Inc.


      “Educating And Consulting The Private Club Industry”


      Other Publications authored by Mitchell L. Stump, CPA:


      Club Tax Book “An Accumulation Of Tax Issues Specific To Clubs”


      Club Sales & Use Tax Book – Florida“An Accumulation Of Sales & Use Tax Issues Specific To Florida Clubs”


      Publications co-authored by Mitchell L. Stump, CPA:


      Club Litigation Book “Keeping Clubs Out Of Court”
 Co-authored with Michelle F. Tanzer, Esq.

    

  

OEBPS/Images/Scorecard12_DisabledGo_fmt.jpeg
Disabled Accessible Golf Cart

Poor

Neutral
1

Great

Does your Club accommodate those that cannot
easily walk to drive their golf cart up close to the
green with a flag on the cart indicating a disability?

Is your Club welcoming to a person with a disability,
encouraging them to play this game of golf?

Does your Club have a handicap accessible golf cart
available for use by Members and guests?

Does your PGA Professional use a handicap
accessible golf cart occasionally to demonstrate its
benefits to Members?

Have you informed and educated Members about
accessible golf carts, their purpose and how to
reserve one for play?

Have you tried hitting balls on the driving range to
see how easy it is to play golf sitting down?






OEBPS/Images/Scorecard04_BagDropAtt_fmt.jpeg
The Bag Drop/Cart Attendants

Poor

Neutral
1

Great

Is the first person you meet at the “Bag Drop” your
most trained representative of the Club?

How is the person dressed, compared to every other
employee within the Club?

Does the Club provide a change of shirts at least
every 4 hours to keep the Attendant looking
presentable, clean and dry?

Is the look and attitude of these ambassadors of the
Club relatively the same at 7:00 am, 1:00 pm and
7:00 pm in the evening?






OEBPS/Images/Scorecard07_ProShop_fmt.jpeg
The Golf Pro Shop

Poor

Neutral
1

Great

How well is the Golf Pro Shop stocked with Logoed
merchandise?

How easy is it to move between the display cases
and racks?

How impressive are the rental clubs and golf bag
and are the golf bags fully stocked with tees, ball
markers, and ball mark repair tools?

How impressive are the guest’s bag tags and are
they used as a marketing tool for new Members?

How impressive are the Club’'s Members' bag tags
and do they reflect your Club’s stature?

Are there any PGA Pro’s inside the Pro Shop while
a Member is visible outside working on their golf
game?






OEBPS/Images/Scorecard18_Restrooms_fmt.jpeg
Poor

Restrooms On The Golf Course 5

Neutral
1

Great

How impressive is the paint job inside and outside
of the restrooms?

Is the paint color maintenance building beige
or does it match the Club’s color scheme? (Give
yourself a “poor” rating if it is maintenance
building beige.)

How impressive are the decorations on the walls,
especially in the women's restrooms?

Does the interior of the restrooms somewhat
match the quality of the restrooms found in the
Clubhouse?

How fresh and inviting is the smell inside of the
restrooms?






OEBPS/Images/NGFStudy_PriPub_fmt.jpeg
Average age

Average household income
Percent female

Average score

Annual golf-related spending

PRIVATE
55
$124,000
33%

101 VS.

$2,057

PUBLIC
47
$94,600
19%
105
$ 634





OEBPS/Images/player_fmt.jpeg





OEBPS/Images/title_fmt.jpeg
Club
“It’s All About Golf”
Book 2.0

“An Accumulation of Questions
and Observations of a Tax Guy”

Same Theory, More Questions, More Proof

Mitchell L. Stump, CPA

Published by:

Club Book Series, Inc.
Palm Beach Gardens, FL
www.clubtax.com





OEBPS/Images/Scorecard05_LRArriving_fmt.jpeg
The Locker Room (Arriving)

Poor

Neutral
1

Great
0

Are your Men's and Ladies Locker Rooms easy to
locate with signage or in person directions?

Once in the Locker Room door; is it inviting or a cold
ordinary entrance area?

How would you rate your first impression of the Locker
Room?

Avre the tops of lockers clothing, hat, and shoe free?
(If cluttered, rate your Locker Room “Poor.”)

How would you score the Club Board and Club
Management'’s understanding of the importance the
Locker Room has to a WOW golfing experience at your
Club?






OEBPS/Images/Scorecard09_PracticeRa_fmt.jpeg
Poor | Neutral | Great

The Practice Range 9 1 0

What is the quality of your Practice Range golf balls
given the #1 ball in golf is Titleist?

How is the cleanliness of the Practice Range?

Critique any supposed straight lines and angles
created by ropes, bag stands and golf ball containers,
first thing in the morning, at noon and late in the
evening.

How Member friendly is the closing time of the
Practice Range? Does it close when the Member is
finished or when the Golf Staff needs to go home?

Is there a PGA Professional in sight giving
complementary instruction? If so, give your Club a
"Great" rating!

How is the accuracy of distances suggested by the
signage on the Practice Range?






OEBPS/Images/Scorecard13_BallMarksP_fmt.jpeg
Ball Marks On Putting Surfaces

What type of job do your Members and guests do
in repairing ball marks on the putting surface?

Poor

Neutral
1

Great

How successful is your Club’s communication
regarding fixing ball marks on the putting surface?

Based on a study of your shortest par 3, viewed
at 7:00 pm in the summer, how are your Members
and guests doing in fixing ball marks?






OEBPS/Images/Scorecard03_BagDropArr_fmt.jpeg
The Bag Drop (Arriving)

Poor

Neutral

Great

What is your immediate first impression of the 20" x
20" "Bag Drop” area?

Does it appear any bag stands, racks and other
man-made objects are quality pieces of furniture,
comparable to what is found in the entrance of the
Clubhouse? Or is there a rusty, dented, metal rack
that should have been replaced years ago?

Rate the cleanliness of the bag drop area?

What is the appearance of any trash container at
the “Bag Drop”: Is it clean or overflowing?

Is the “Bag Drop” attended by a welcoming person?
Or is there a button to push to alert a staff person
that a Member or guest has arrived? If an uninviting
button exists, give yourself a “Poor” score.






OEBPS/Images/Scorecard28_MarketingP_fmt.jpeg
The Marketing Professional

Poor

Neutral
1

Great

Does the Marketing Professional have sufficient
knowledge of the game of golf?

Does the Marketing Professional meet with the
PGA Professional weekly to coordinate marketing
opportunities to guests of Members?

Does the Marketing Professional have a clear
understanding of who the Club’s target Member is
and where they are located (typically within 10 miles
of the Club) in order to market wisely, not wasting
time and money on non-prospects?

Does the Marketing Professional play the game of
golf, or have Club staff they can call upon that are
golfers, to play with prospects as a way of selling the
product?






OEBPS/Images/Scorecard25_TeachingPr_fmt.jpeg
The Teaching Professional

Poor

Neutral

Great

How would you rate your Teaching Professionals
ability to communicate their teaching techniques?

How would you rate your Teaching Professional
in regularly walking the range interacting with
Members and their guests about their golf game?

How would you rate your Teaching Professional’s
knowledge of the average golf handicap of your
Club's Membership

How would you rate your Teaching Professional in
guaranteeing results for students willing to work on
their game as instructed?






OEBPS/Images/Scorecard19_19Hole_fmt.jpeg
The 19t Hole

Was F&B anticipating your arrival coming off the
golf course?

Poor

Neutral
1

Great

How impressive are the snacks and were they the
type of snacks that may encourage a golfer to linger
and have one more refreshment?

Did the Bartender or employee communicate with

the Golf Department a departure was imminent in

order that a car or golf clubs could be readied for a
golfer's convenience?






OEBPS/Images/PFGA_fmt.jpeg
Passion rating

Lo R T = T

ke P h

Passion for Golf by Average

105

100 85 a0

Average score

85






OEBPS/Images/Scorecard16_TeeingMark_fmt.jpeg
Teeing Markers

Poor

Neutral
1

Great

Do your teeing markers make a statement about
your Club or are they generic?

Can everyone easily see the different colors of the
teeing markers from the cart path?

Is your Club encouraging TEE IT FORWARD?






OEBPS/Images/Scorecard21_BagDropDep_fmt.jpeg
The Bag Drop (Departing)

Poor

Neutral

Great

Are Members’ and guests’ golf clubs cleaned after a
round of golf?

Does the Attendant count golf clubs to see if one is
missing or if there is a strange unmatched club in the
bag?

Does the Attendant question missing head covers?

Does the Attendant inquire and/or search for
forgotten cell phones, rangefinders, glasses, etc.?

How impressive is the Attendants last personal
farewell?






OEBPS/Images/Scorecard20_LRDepartin_fmt.jpeg
The Locker Room (Departing)

Poor

Neutral
1

Great

Is your Locker Room a part of the total golf
experience at your Club?

Did the Locker Room Attendant welcome you back
to the Clubhouse with water or offered another
beverage?

Were your street shoes cleaned and polished
awaiting your arrival?

Did the Locker Room Attendant offer to clean your
golf shoes after your round of golf?

Is your Locker Room Attendant an excellent
concierge of the Club?






OEBPS/Images/Scorecard06_LRAttendan_fmt.jpeg
The Locker Room Attendant

Poor

Neutral
1

Great
0

How was the greeting upon your arrival in the Locker
Room?

Were you greeted in your native language?

Were you offered any assistance by the Locker Room
Attendant?

Did you feel welcomed to be in this employee’s area
of the Club as if you had entered their own home?

If you entered the Locker Room with unclean golf
shoes in hand, will the Locker Room Attendant notice
and offer to clean them before you play golf?

How quickly can the Attendant find a locker to be
used by a Member's guest?

Would a golfer find any WOW's from their experience
in your Locker Room?






OEBPS/Images/Scorecard10_PracticeRa_fmt.jpeg
Poor | Neutral | Great

The Practice Range Attendant ) ) 0

Is there a Practice Range Attendant ensuring all
hitting stations have adequate golf balls at all
times, from early morning to noon and again in the
evening?

Rate the friendliness of the Range Attendant and
their knowledge of the game of golf?

Upon leaving the Practice Range, would you consider
the Attendant now to be your friend?






OEBPS/Images/Scorecard23_GeneralMan_fmt.jpeg
The General Manager

Poor

Neutral

Great

How active and involved is your General Manager in
the Members golfing satisfaction?

Does the GM visit the bag drop daily?

Is the GM seen on the driving range daily?






OEBPS/Images/Scorecard08_ProShopAtt_fmt.jpeg
The Pro Shop Attendant

Poor

Neutral
1

Great

Did the Golf Pro Shop Attendant notice you entered
the Pro Shop?

Was the Golf Pro Shop Attendant’s greeting
welcoming?

If a guest of a Member arrives, does the Golf Pro
Shop Attendant stand behind a counter or do they
walk around to have a proper greeting, face to face?

As you are departing the Golf Pro Shop, do you have
the feeling you have made a new friend?
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What you are deeply
passionate about

What you can be the What drives your
best in the world at economic engine

Three Circles of the Hedgehog Concept
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Board Members

Are your Board Members ensuring that the golf
experience is of the highest standard?

Poor

Neutral
1

Great

Do your Board Members hold the Golf Department
to the same standards as the Food and Beverage
Department?

Are your Board Members doing a good job of
creating an atmosphere for growing the Membership
using golf as the catalyst?
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The Golf Professional

Poor

Neutral

Great

How talented is your Golf Professional in planning
and organizing Member related tournaments?

Does your Golf Professional know the average
handicap of your Golfing Members?

Is improving Members' handicaps a priority to your
Golf Professional?

How good of a job does the Golf Professional do
in making an effort to play with each and every
Member at their own tees?
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The Locker Room Manager

Poor
2

Neutral
1

Great

Is the Locker Room Manager position seen as a
Management position?

Does the Club provide and encourage Continuing
Education for their Locker Room Manager?

Is this position seen and treated as part of the overall
golf experience overseen by the Golf Department?
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Golf Ball Mark Repair Tool

Poor

Neutral
1

Great

Visit your two shortest Par 3's at 6:30 pm and count
the brown ball marks on the putting surface. How
would you rate your Member's attention to fixing
ball marks?

Now count the number of ball marks on the same
greens that have not been fixed that have not
browned. How would you rate your Member's
attention to fixing ball marks?

Ask 10 Members how many times your PGA
Professional has personally demonstrated to them
how to repair a ball mark on a putting surface.
(Personally, not just in a newsletter!) If the process
has been demonstrated within the last 6 months,
give yourself a “Great” 0.
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Areas to be graded Specific concerns in each category

Tees (playability) _Weed Pressure ___ Condition of Play
Fairways (playability) __General Care __Condition of Play
Roughs (playability) _Weed Pressure___ Condition of Play
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Golf Accessories _ Quality _Setup

Total each column
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Location

Poor

Neutral
1

Great

You will be asked to make an observation

You will be invited to rate your observation

You will assess every observation as either
= "Poor” —needs improving;
= “Neutral” — fine but could be improved upon; or

= "“Great” — above average and that will never be
forgotten, what we call WOW!






OEBPS/Images/Scorecard29_ClubMember_fmt.jpeg
The Club Member

Poor

Neutral
1

Great

Do Members dillydally beside the 18™ green while the
group behind them waits to hit their next shot into
the green?

Do Members respect fellow golfers by remaining still
when a ball is being addressed and hit?

Does your PGA Professional occasionally monitor the
golf course, looking for opportunities to teach golf
etiquette?
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Sand Bunkers

Poor

Neutral

Great

What are the playing conditions of the sand bunkers
at 6:00 pm after a full day of play?

How would you rate the consistency of the sand
from bunker to bunker on the course?

How would you rate your Members and guests
ability to rake the bunkers consistently?

Are the sand rakes that Members use adequate in
number?

How well does your Golf Department communicate
with Members about how to improve the conditions
of sand bunkers?
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The Anticipation

Will golfing Members and/or guests truly anticipate a
WOW experience at your Club?

Poor

Neutral
1

Great

Is there some type of spectacular view of the golf
course or Clubhouse upon driving up to and/or
entering the Club property?

Is it clear where a Golf Member or golfing guest
should begin their, on property, golf experience,
whether it is the front door of the Clubhouse or at
the “Bag Drop”?
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Hydration/Comfort

Poor

Neutral
1

Great

Review the diameter of the straws on your golf
course for significant water consumption.

Are refreshments served by Club staff in the practice
area with a smile or is it self-serve?

Is there an easily accessible backup supply of cups
on the golf course when a station runs out?

How would you rate the quality (i.e. weight, softness,
etc.) of the personal towels on the golf cart?
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ADA Compliant

Poor

Neutral
1

Great

Ask several of your golf operation Staff about the
quality of training they have received regarding ADA?

Observe the attentiveness of your golf operation staff
to the needs of the disabled?

How would you rate most of your outside golf
amenities when it comes to being ADA compliant and
accessible?

How ADA compliant are the restrooms on the golf
course?
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Private vs Public Golfers Private Public

Average age 55 47
Average household income $124,000 $94,600
Percent female 33% 19%
Average score 101 105

Annual golf-related spending  $2,057 $ 634
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Poor

The Golf Course Superintendent ’

Neutral
1

Great

How respectful are the golf course maintenance staff
to the golfers on the course?

Does the golf course maintenance staff paint the
inside of the holes on the golf course white for
players to better see the hole on a regular basis?

How well does your Golf Course Superintendent
interact, face to face, with Members?

Has the Golf Course Superintendent spruced up
and regularly maintained the 40 x 40 area at the
bag drop?
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