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Introduction

What have I observed?

The NZ Golf club capability support 
project was started in April 2014 with the 
initial appointment of 2 club capability 
managers 1 in the Auckland/North 
Harbour and Northland region and 
the other in the Waikato Bay of Plenty 
Regions. My name is Mark Webb and I 

work with the Waikato Bay of Plenty region 
clubs and I have done so since April 2014. I 
have learnt a lot over the years from those 
out there on the coalface and I would like 
to over time share with you some of those 
observations.

Case Study -  Constant change and how to avoid it.  
The Observations of a Club Capability Manager.

The only constant in golf is change. In my 3 years in the role in the Waikato Bay of Plenty Regions I 
have witnessed a total of 30 plus changes in club paid management and administration personnel 
(some with 3 changes in 3 years) and then add in an additional 10 plus changes in the PGA 
professional roles in clubs.

(And way too many changes of club chairman/president roles and board/committee members to 
count. That is a totally different area of concern.)

With each change there is a loss of intellectual property a real lull in progress as the new employee is 
found and given time to learn their roles, and a member experience that may be compromised.

Why the constant change?

If we look firstly at the paid roles, what are some of the expectations of a golf club manager?

• Lead and motivate a team including: café, pro shop, golf course, golf operations

• Implement, review and update club policies

• Manage the budget effectively

• Increase revenue – membership – green fee – corporate – sponsorship – alternative income

• Promote and market the club

• Cover off club compliance – health and safety, liquor, food to name a few.

• Report to the board and attend board/committee meetings

• Implement, review and update strategic plans

• Keep all our members happy

• Smile

I am sure you can add a few extras to this list as well, with some clubs this will also include answering 
the phone, picking up the supplies, pouring a beer, making a sandwich, taking green fees and being 
there to solve all your members’ problems right then and there.

All of this in an allotted timeframe, some may even have to fulfil these responsibilities in a part time 
role. The following checklist is aimed at highlighting some areas of potential concern.

1. 1. Is this realistic?
2. 2. Do you as board/committee members or club members allow them to do their job?
3. Do you understand what role you want your employee to fill?



Your employees want to make a difference 
and do the best for their respective clubs 
help. Let’s support them in their desire 
to do this. If we can help all our clubs get 
just a little bit better at what they do the 
results across the board will be impressive. 
If you as a club answered NO to any of the 
questions above and want assistance in 
rectifying this the Community Golf Team is 
here to help.

For any help please contact the NZ Golf 
Community Golf team at 09 485 3230 to 
find the Community Golf team member in 
your area.

Conclusion

4. Are there clear guidelines as to what success in the role looks like?
5. Do they have the tools and support they need to complete the role?
6. Are they allowed to complete their role without interference and influence from the board/

committee members?
7. Do you tell them when they have done a great job?
8. Do they feel like they can work away from the office to achieve tasks that require a concentrated 

effort?
9. Do they have regular reviews?
10. Are they paid the market rate?
11. And very importantly do your members understand what your employee does (and doesn’t do) 

and what hours they work? Do your members understand that sometimes they won’t be there to 
solve their problems?

The reality is that a large number of the questions above will have achieved a No or alternatively 
a “Don’t know” answer, these are critical areas that need to be in place to allow the manager/
administrator to do their jobs effectively.

These areas are regularly highlighted as a concern by managers who regularly say that if they are off 
site completing some of their job requirements they get criticised for not being in the office. They 
attend a board meeting and any initiatives are added to their existing work schedule. Or alternatively 
they are micro managed by overzealous board/committee members.

I have yet to meet a manager who only works to their allotted timeframe and they all go the extra mile 
for their clubs. Golf managers/administrators are passionate about their clubs and the golfers who 
play there, they want and look to deliver the best experience they can. Do your club representatives 
and members allow them to achieve this? 
 


