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Today’s Discussion
• Best clubs aren’t best by accident
• Strategic alignment with members’ values,
lifestyles, wants, desires
• Rules for success don’t change over time
• Member daily experiences must meet or
exceed expectations
• 9 Rules to Ensure Success
Richard Lareau, CCM, CCE, ECM
June 13, 2018
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Adaptation

Clubs must not only identify and nurture
the core values and traditions their clubs
were originally founded upon, they must
also be cognizant of how their mores
have evolved over time and be willing to
adapt to modern and current trends.

Rule One: Adaptation
• Perpetuating your Club’s vitality
while preserving the Club’s
traditions take balance and a
willingness to change.

EXAMPLES
• Technology
• Security
• Dress code
• Casual
• Favorite Place Status!

6/13/2018

2

Mission & Vision

A Club’s Mission and Vision must be
clearly defined, published and woven
into every aspect of the club’s day‐to‐
day operations.
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Social Interaction

Clubs ultimate success of their
member experiences are driven
MORE by their social interaction with
other members and staff, than by the
quality of their sports amenities.

Rule Two: Mission & Vision
MISSION
• Purpose
• Who is served
• What is provided
• Quality level
• Value level
• Uniqueness

Rule Three: Social Interaction
• The ultimate success of
private clubs is determined
by a member’s relationship
with other people, not
things!

VISION
• Aspiration
• Provides energy &
direction
• Tomorrow is to be
better than today!
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Frictionless
The Club must be easy to use.

Happiness and fun should be an
effortless commodity.
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Rule Four: Frictionless
• Members having fun doesn’t happen by
accident
• Get to know your members
• Understand what is important to them
• Personalize their experiences
• Fun must be FRICTIONLESS!

The Third Place

Third Place

Successful Clubs today and in the
future must become Third Place
habitats for the whole family.

HOME

WORK

CLUB

If your club does not comport to the hallmarks of Third Place,
it is missing out on a big opportunity.

6/13/2018

Rule Five: Third Place
• Free/inexpensive
• Food and drink important
• Close to home
• Involve regulars
• Welcoming and comfortable

Rule Six: Experiences
• State‐of‐the‐art
amenities are not
enough by themselves
• Enjoying the amenity
with people creates and
sustains the highest
satisfaction.

• Sense of belonging
• Everyone is equal
• New & old friends found there
• Hang out and socialize

6

Experiences

Member experiences are maximized
when programs and activities are
developed around all club amenities
and led by highly certified industry
professionals.
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Financial

A Club’s budget must adequately fund
the financial resources necessary to
achieve their Club’s mission and vision
and their envisioned member experience
outcomes.
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Rule Seven: Financial

Rule Seven: Financial

• The Club should be managed to its
envisioned member experience
outcome not a financial outcome.
• Budgets should be built from the
bottom up, incorporating all the
components of its mission and
envisioned daily member
experiences in financial terms.

Define what dues should pay for:
• All operational expenses
• Principal and interest payments of
all debt
• Annual Cap X replacement costs
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Human Resources

“You won’t get your member experience
right until you get your employee
experience right!”
Your Human Resource initiatives and
practices are central to achieving your
Club’s mission and vision.

“We can design, create and build the most
beautiful and wonderful places in the
world, but it takes people to make the
dreams a reality.”
‐ Walt Disney
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Rule Eight: Human Resources
• The happiest and most enduring
memorable experiences
customers cherish, are created
by people not things.
• New and modern things create
excitement and fascination,
human connections touch our
hearts and souls.

Our front line employees are the face of our clubs and
are the ones responsible for delivering the experiences
our members cannot receive anywhere else.

EMPLOYEE RETENTION DRIVES MEMBER RETENTION
HAPPY EMPLOYEES CREATE HAPPY MEMBERS

Rule Eight: Human Resources
A club’s member‐first priority is
best served through an employee‐
first practice:

•
•
•
•
•
•
•
•
•

Hire Right
Onboard Right
Continuous Training
Professional Development
Regular performance feedback
Respected
Appreciated and valued
Recognized
Paid fairly
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Communications

A Club’s effective and dynamic
communications strategy allows
members to take full advantage of
their Club’s entire menu of offerings.
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Rule Nine: Communications

Rule Nine: Communications

• Strategic process
• Viewed from 360 degrees
• Board to management to
members
• Management to department
heads to employees

• All clubs big and small must
have a Director of
Communications and develop a
strategic communications plan.
• “Effective communications is
like a successful game of catch”

Engagement in sports and recreation in the future may
evolve requiring clubs to adjust our amenities and
programming, anticipating and fulfilling needs and wants,
and touching and connecting to members’ human souls
will forever be the key to creating very satisfied members.
PROGRAM SESSION CODE: Alignment

