FROM THE INSIDE OUT

Carmen Mauceri’s unyielding dedication to providing all that his team needs to
ensure the ultimate member experience has taken The Club at Mediterra to new
levels of success, and has earned Excellence in Club Management honors for him.
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Rather than be impressed by what that club’s
leadership felt was a magnanimous gesture, Mauceri
filed it away as the kind of employee benefit he would
be sure to avoid, should he ever be in a position to
lead a club team himself.

More than 25 years later, Mauceri is now general
manager and chief operating officer of The Club at
Mediterra in Naples, Fla.—and while recently leading a
tour of behind-the-scenes areas dedicated to providing
the Mediterra team with special resources and recogni-
tion, he stopped to point out a wall space where a wide
variety of high-end, club-logoed apparel was arranged,
under a sign that read “Team Store—Designed Exclusively for our
Team by our Team.” A QR code was also displayed that could be
scanned to access and order from the full line of available items.

“These were all designed in-house by our team members,”
Mauceri said as he pointed to the racks of shirts, shorts and
outerwear. “They’re all different than anything you can find in
our pro shop, but they’re only available to the staff, and we sell
everything to them at cost.

“Offering this does a lot more culturally than a small discount
for leftover items that nobody wanted,” Mauceri added. “Members
see us wearing these items and ask where they can get them. But
they understand it is for the team.”

Plenty for Everyone
Mediterra’s members have that understanding because they have
seen, on a daily basis, how special attention and considerations
for the club’s team have a direct effect on their own extraordinary
experiences. Since becoming its GM/COO in 2014, Mauceri’s lead-
ership has been marked by an unwavering belief that the formula
for exceptional hospitality will not add up if it does not include con-
stant and consistent attention to the workforce side of the equation.
Through his passionate pursuit of that principle, unique team
initiatives have been implemented that have made significant
contributions to Mediterra’s growth and success (see “Ideas and
Achievements” box, pg. 22). Those initiatives have also estab-
lished a reputation for Mauceri as one of club management’s
most innovative thought leaders on workforce development and
motivation—areas that have all become much more critical for
successful club operations and the delivery of optimal member
experiences in the post-COVID era.
Mauceri’s trailblazing endeavors in these areas also served as
a major reason behind his selection as the 2023 recipient of The
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ARLY IN HIS CAREER, Carmen Mauceri, CCM, ECM, was informed through an
announcement made at a club where he was a mid-level staffer that a special end-
7 of-season sale would make items that hadn’t sold in the pro shop that year avail-

able to all employees at a 10% discount.

Mead Grady Award through the Excellence in Club
Management® (ECM) Awards (see box, pg. 25).

“There are many people who talk about the
importance of staff education and team develop-
ment, but Carmen is one who makes it a point to go
the extra mile in actually putting those words into
action, and it is certainly felt throughout the organ-
ization,” wrote Vincent C. Byrd, Mediterra board
president, when nominating Mauceri for ECM
recognition. “[He] has not only been instrumental
in enhancing the physical amenities and member
experience of the club, he has also transformed the
team culture and dynamic. His dedication and passion for creating
an inclusive, team-centric environment has set a new standard for
workplace culture within the club industry.”

As further confirmation of how he has inspired others in club
management to strive to follow that standard, Mauceri’s nom-
ination for ECM honors was also supported by a tribute from
Joel Livingood, CCM, general manager and CEO of Interlachen
Country Club in Edina, Minn.:

“Carmen’s ability to connect and inspire his team to do their
best work is his most admired quality,” Livingood wrote. “Medi-




terra’s culture reflects his leadership and commit-
ment to his team. You can tell they feel his commit-
ment to them, too. Carmen’s impact on Mediterra

is evident from the moment you arrive on the prop-
erty; the quality of the facilities, attention to detail
and commitment to excellence are consistent with
the finest hospitality experiences in the world. How-

strong signals that were picked up on many clubs’
radars throughout the country—including Medi-
terra’s, where the leadership was taking bold steps
to recover from the near-bankruptcy of its original
developer.

After members of Mediterra purchased and
recapitalized the club, Tom Wallace, who had earned

ever, you see the real impact of his leadership in his
team’s energy, enthusiasm and execution—it is evident they love
working at Mediterra.”

Naturally Inclined
The spark for Mauceri’s career in hospitality was set at an early
age, drawn from the pleasant memories of helping his grandmother
cook for family gatherings. “Nothing comes closer to cooking than
being creative and opening up relationships,” he says. “It’s the best
way to satisfy your desire to make people smile and be happy.”
Pursuing that desire put Mauceri on a fast track that led to him
attaining the executive chef position at The Country Club in Ohio at
ayoung age. He found that role fulfilling and didn’t harbor a strong
desire to move into other levels of club management, but his natural
inclinations, he says, kept him “coming out of the kitchen, if T saw that
something [elsewhere in the club] was being left undone.”
That didn’t go unnoticed by others and soon led to opportunities
for Mauceri to move into new roles that included director of food
& beverage at The Country Club, and then director of operations
and eventually general manager of Chagrin Valley Country Club
in Ohio. His emergence as a rising industry talent also sent out

widespread industry acclaim for his accomplish-
ments at Oakmont (Pa.) Country Club, was recruited to be its new
CEO/GM. Wallace then quickly set out to fill other key staff posi-
tions—and Mauceri, with whom he had previously worked closely at
The Country Club (Ohio), was highest on his list. “Tom insisted that
we couldn’t take any risks with our food and beverage program, and
that meant we had to have Carmen,” recalls Carl Dill, Mediterra’s
then-president.

While it wasn’t an easy decision for Mauceri to pull up his
strong Ohio roots, he didn’t look back after arriving in Naples in
2011 to become Mediterra’s new director of clubhouse operations,
and plunged in to make immediate contributions that helped to
quickly restore the club to prominence. Just three years later,
however, even Mauceri says he was initially “shocked” to hear that
Wallace, his close friend and long-time colleague, had decided to
pursue an opportunity with an executive search and consulting
firm for the club industry.

As Mediterra’s leadership began to consider finding Wallace’s
successor, they knew they wouldn’t have any difficulty attracting
strong applicants for what was seen again throughout the industry
as a highly desirable position. But it was also readily apparent, Dill
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I D EAS AN D AC H I EVE M E NTS Implemented at The Club at Mediterra under Carmen Mauceri’s Leadership

m Directed a two-phase, $16M renovation of
main clubhouse, to expand its size by one-
third, to just under 60,000 square feet. Key
improvements included:

e Expansion of outdoor covered dining
area.

e New centrally located and expanded
outdoor covered bar with views of the
18th holes of both golf courses.

e Wine room with private dining table,
water feature and wine displays.

e Increase in footprint and expansion of
ballroom.

¢ Addition of 60-person function room.

¢ Expanded Terrace facing the golf course
with glass railing and grand staircase.

* Renovation and expansion of
boardroom.

¢ Update of main lobby and addition of a
corridor around the ballroom.

e Added storage spaces on both main
and lower level.

m Clubhouse renovation also created
enhanced spaces for the Mediterra team,

locker rooms; new team offices; “We Work”
rooms where front- and back-of-house
management teams can collaborate;
learning library with over 800 book titles;
“Medi Room,” or team boardroom out-
fitted with all of the latest technology for
internal team meetings; expanded break-
room with booth seating, TVs, view of golf
course, and all-day snacks.

Clubhouse renovation has helped to
increase member utilization and dining
covers by 27% since 2019. A la carte dining
alone experienced a 50% increase during
that period. Concurrently, through a
variety of initiatives undertaken to solicit
member feedback and analyze all aspects
of the food-and-beverage program, a

16% increase has been seen in member
satisfaction with the club’s F&B experience
since 2022.

Renovation of Golf Learning Center
included update of all technology for golf
instruction and club fitting. Two rooms
were added for club storage and club

constructed to house the range equip-
ment and ball washer.

Phase one of a two-phase project for
Agronomy center was completed, to add
more covered space for storing equipment
and chemicals.

Upcoming projects that have been
approved and are in progress include a
renovation of Beach Club, which will give a
more modern feel to the overall club with
these specific enhancements:

Enlarging and relocating the bar to move
it closer to the Gulf for better views and
to provide an indoor/outdoor aspect.
Adding permanent awning structure
with ceiling fans, recessed heaters and
roll-down screens, to allow for increased
covered dining during inclement
weather.

Updating all existing FF&A items to
provide more efficient equipment in the
kitchen.

Additional storage areas to improve
operational efficiencies.

including: locker rooms with all of the
amenities that are available in member

repairs, a designated area for golf cart = An expansion of the Sports Club has also

parking was created, and a building was been approved and is in progress. It will
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renovate and expand the entire building,

with the exception of the fitness center,

which was expanded in 2016. Project fea-
tures will include:

e Restoring infrastructure that has not been
updated since its original build, to enlarge
the locker rooms and provide a better
traffic pattern to connect all areas within
the building.

e Additional fitness studios, card rooms
and multi-purpose rooms; enhancing
and expanding the spa, because
demand has surpassed current capabili-
ties, and updating pro shop.

¢ Adding a casual food-and-beverage
outlet that will provide a connectivity
for all sports-related areas.

¢ Increasing back-of-house areas to
provide necessary storage, offices and
efficiencies for the team.

Reinvented the Member-orientation pro-

cess to include the creation of a video led

by department directors who share “inside
pointers” on how to book a tee time, when
dining venues will be the busiest, or how
to sign up for popular events that sell out

quickly. This has made orientation less
tedious and much more useful and enjoy-
able for new members and helps them
assimilate quickly to feel like and become
full-fledged club participants.
International teammate (H-2B visa)
program reintroduced, through which
front- and back-of-house teams transi-
tioned from using temporary agencies to
bringing in H-2B teammates. This led to
increased consistency in food quality and
service levels in Mediterra’s dining outlets,
as well as increased employee morale and
improved overall teamwork.

Each year, the entire food-and-bev-
erage department holds an annual
“Bringing Back the Best” full-day
training program prior to the start of
the busy season. The program includes
interactive, hands-on exercises that
have teammates participate in group
activities to become familiar with the
menu, wine tastings to understand how
to provide recommendations, and fun
competitions to ensure information is
being retained properly.

Implemented various initiatives to

improve access to the club’s tee sheet
which have successfully alleviated com-
paction and increased availability for
Member play

Mediterra has outperformed its operating
budget without jeopardizing operations
and still meeting members’ expectations
for eight consecutive years. During the
last several years, the club has enhanced
internal controls, expanded team educa-
tion and implemented cost savings
Provides various professional develop-
ment and training opportunities available
to all teammates, no matter their level.
Including an English-class series intro-
duced for any team member who would
like to learn the language, an eight-week
Spanish course, and many training ses-
sions and webinars on subjects including
business writing, introduction to leader-
ship, and ServSafe food-and- beverage
training.

Mindful of its carbon footprint, the club
has become completely electronic for its
communications
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recalls, that there was no need to promote the position or conduct
a search, because “the only logical candidate” was already with
the club. “The board was unanimous in its support for Carmen,”
he says. “And it became clear this was the best,
and only, possible decision when we announced
it to members and staff and got nothing but
applause and smiles.”

All for One

Even with that reaction, however, Dill adds
that he was struck by how Mauceri himself
spent the first day following the announcement
of his new position as Mediterra’s next COO/
GM. “He was out of his office the entire time,
meeting with team members to make sure they
were comfortable with the change and that
they knew how he would support them,” Dill
says. “He has put energy, passion and devotion
into practicing servant leadership from day
one, and it’s only become stronger with each
year.”

Successful implementation of that practice has been a key for
not only how Mauceri has been able to take the lead in planning
and executing the series of major projects that have contributed
to Mediterra’s continued growth and success during his tenure,
but also to how he and his team have steered the club successfully
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through the unexpected disruptions caused by two category 5 hur-
ricanes within five years and the COVID-19 pandemic.

“Our leadership organization is a puzzle where every single
piece is equal in value,” Mauceri says.
“If one piece is missing, it’s incomplete,
and the structure is not as strong.

“We don’t have an organization chart
and we don’t have an assistant general
manager; the way we’re set up and the
way we operate makes that position
obsolete,” he adds. “Our directors are
the CEOs of their departments; they set
the strategy and vision for their areas,
identify the opportunities and plan for
how they’ll be achieved.

“Having so many very talented part-
ners all under one roof allows me to
focus on projects and longer-term issues
when I need to,” Mauceri adds. “We
have people with CPAs, PhDs and many
other degrees and certifications. They
have tenures here of at least five years, and some for much longer.
They could all run their own club, but they know what kind of
impact they have here.”

The same emphasis on equal status and importance can also

be viewed throughout the clubhouse areas used by the Medi-



terra team. The “Medi” room used for training and meetings

has glass walls and doors, to promote and ensure full trans-
parency of all activities. “Nothing is hidden, and no doors are
closed,” Mauceri says.

A Wall of Greatness (pictured above) features photos of every
team member and information on where they’re from, when they
started with the club, and what their favorite food and movie
might be—but not their title or position. Throughout the team-
area hallways, there are high-quality photos—many taken by
Mauceri himself—showing closeups of activities performed by
various departments, such as wiping tables or mowing grass, but
without any faces or logos. “We change these up every quarter,”
Mauceri says. “I’'m a big fan of the small little touches.”

All of those touches, he adds, reinforce the collective impor-
tance of, and appreciation for, every task that is performed as part
of the club operations, no matter how small or routine it might
seem to be. “From when I got my first job washing dishes at a
local pizza restaurant, through the experiences I had with the
very best hotels and restaurants, what I learned from others and
have always tried to apply both for myself and with my team is to
reduce things to their simplest form,” Mauceri says. “When you
can do that, you can capture the devil in the details, and you're
truly winning.”

Joe Barks is club communications director with McMahon Group. He can
be reached at jbarks@mcmahongroup.com.

HONORED BY THEIR PEERS

The Excellence in Club Management (ECM) Awards

were established by the McMahon Group, Inc., the St.
Louis-based consulting firm, in 1997 and have been
co-sponsored by the National Club Association since 2018.

The annual awards are selected through nominations
submitted on behalf of qualified candidates by other par-
ties. Award recipients are selected solely on the basis of
their achievements at the club they currently manage.

Awards in these categories are given each year:

The James H. Brewer Award, for a manager of a
Country/Golf Club with 600 or more full-privilege
members.

The Mead Grady Award, for a manager of a Country/
Golf Club with fewer than 600 full-privilege members.
The Mel Rex Award, for a manager of a City, Athletic or
Specialty (Non-Golf) Club.

The John Furlong Award, for excellence in manage-
ment of a club property in Canada.

The “Rising Star” Award for an assistant club manager.
Lifetime Achievement Awards for retiring club man-
agers are also included as part of some years' ECM honors.
A Selection Committee comprised of a peer group of

leading club managers conducts the judging for the ECM
Awards. A full listing of the judges, in addition to information
on past winners and on how to nominate candidates for the
2024 awards, can be found at clubmanageraward.com.

The 2023 recipients of Excellence in Club Manage-
ment Awards were honored on May 8, 2023 at a special
ceremony and dinner, sponsored by KOPPLIN KEUBLER &
WALLACE, held at the University Club of Chicago during
the National Club Conference. 2024 honorees will be rec-
ognized at the 2024 National Club Conference, April 28-30,
in Frisco, Texas.
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