
18 holes of
excellence

1. Approach to Club

Directional Signage

Easy Access
Turning Lanes

Width of Roadway

Brand Identification
Logo

Colours

Brand Reinforcement

Attractive

Well Maintained

Upscale appearance

Landscaping

2. Parking Lot

Lighting

Lines painted

Condition of Pavement / Curbs

Cleanliness / Free of litter

Convenience to Proshop / Club Entrance

Bag Drop Area

Security

Landscaping

3. Clubhouse Entrance

Outside

garbage

litter picked

signs for hours

Ease of Access

Protection from Weather

Appropriate Signage

Clean Windows

3. Front Foyer

Welcoming Atmosphere

Appropriate Background Music

Adequate Lighting

5. Administration Office

Front Reception

Cheque / Payment Slot

Information

Use of Name

Access to Member Information

Coming Events Info

Telephone Reception
In person

Automated

Member Information

Policies

Forms / Procedures

News Letter

Website

Social Media Page

Rates / Fees

Member Roster / Directory

Correspondence
Email

Letters to Board

6. Meeting Room(s)

Table / chair arrangement

Coffee Table setup

Screen / AV Equipment Setup / Cords / Outlets

Room Lighting / Blackout Curtains

Paper / Pens

Water setup

PA System

Privacy

Technical Support

Access to Washrooms

7. Banquet Room

Coat Check

Table arrangement

Table Settings

Decorations

Adjustable Lighting

PA System

Music

Dance floor

Service staff

Appearance

Menu Knowledge

Service / Professionalism

Access to Washrooms

8. Washrooms

clean

well kept

well stocked

9. Dining Room

Sight / Smell / Touch / Sound

Greetings

Prompt Welcome

Server's Greeting

Timely Thank you / Goodbye

Menu Selection
Wine List

Children Menus

10. Locker Room

Access / Security

Maintenance / Sight / Smell

Lighting

Bulletin Boards

Locker Assignment

Benches and Seating

Mirror Placement

Amenities

11. Shower Room

Maintenance / Sanitation

Access to Toilet Facilities

Lighting

Towels
Soiled Towels

Adequate Supply

Soap / Shampoo

Benches / Hooks

Amenities

Privacy

12. Pro shop

Tee Booking System
Ease of access

Perception of fairness

golf carts

cleanliness

Upkeep

attentiveness
get bags from guests

take clubs to car

retail shop
recognized by staff

Knowledge of events

club cleaningCare of clubs

Bag storage
preloaded on cart

Assistance when returning

13. Range / Practice Facilities

Accessible

Communication with Proshop

Tee Stations Stocked

Tees / Mats

Bag Stands

Distance Markers

Presence of Professional

Safety Netting

14. Golf Course

Tees

Benches / Ball washers

Cart paths

Fairways

Fairway bunkers

Green side bunkers

Maintenance Areas

Water stations

15.Beverage cart

good condition

clean

fresh inviting

quiet around golfers

16. 1/2 way hut

clean

friendly

know what were doing

condiments

bathrooms clean

garbage

bbq

chips muffins ready

carry away convenience

17. Lounge

spotless glass ware

service

bartender

18. Management Presence

Meeting Greeting Daily

Follow-up Calls

Board Information

Complaint / Suggestion Handling

Membership Introductions / Orientation

6 Step Process to providing an
excellent experience:

Imagine a (or physically take)  a
walk through the entire club as a
Member or guest might experience it
on a first visit:

1. At each point consider what the
Member or Guest will see, hear,
smell, or how he or she will feel as
they come into contact with the Club
or people at the Club.

2. Determine what concerns or
questions they may have, and what
their expectations in each area may
be in order to be delighted to each
aspect of the Club.

3. Document / script how you wish
this experience to appear to the
Member when they are  actually
receiving the ideal Club experience
you would like them to have. What
will staff say, what conveniences or
information will be available.  Identify
what will the Member is going to
see, hear, smell, and how they will
feel in each area in order to provide
them with a delightful experience.

4. Train the staff in each area to
deliver this level of service and to
regularly check the services being
provided to ensure that the
experience expected is being
delivered consistently.

5. Measure the Members' / guests'
opinions and their satisfaction with
their experience at the Club.
Regularly provide an opportunity for
Members and Guests to provide
feedback and to identify any area
that is not meeting or exceeding
their expectations.

6. Based on the results of this
research, develop and implement
S.M.A.R.T. action plans to achieve
the Membership ratings desired.
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