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Addressing Member Behavior

As noted in the October issue of Notable, a survey of more than 190 club representatives found
that 90% of respondents have concerns about member behavior at their clubs. In a recent
interview with Frank Vain, Chairman of the McMahon Group, he concurred there is currently
a lot of conversation at clubs about rules, member decorum and how to enforce the rules.
He believes there are several reasons for the rise in bad member behavior:

1. During the member boom brought on by COVID, many clubs let people join without worrying
too much about sponsors and whether people were the right fit for the club. Some clubs
also became lax with member orientation during the influx of members.

2. Clubs are busier and usage is up, which can be frustrating to members. More activity means
more competition for amenities and more opportunities for conflicts.

3. Thereis generational friction between older and younger members. Older members expect
a certain decorum. Younger generations tend to be more casual. They see the club as a
safe space where their children can run around and be kids. This aggravates older members
who may voice their concerns and opinions to younger families and management.

Vain urges clubs to be proactive as the busy holiday season approaches. He recommends ensur-
ing member sponsors actually know and will vouch for membership candidates. Be certain to
conduct thorough new member orientation and include expectations. Clearly communicate
the expectations for behavior and decorum to all members regularly. Let people know there
are consequences for poor behavior and that disciplinary letters will be sent. Have a process in
place for who will manage all incidents and how they will be handled. Create zones where there
are different expectations for behavior. Young families are going to bring the kids to the club, so
plan on accommodating them.

“Most members say they know and understand the rules, but enforcement is the issue,”
Vain explained. Management and staff cannot be expected to enforce the rules and if members
without authority try to randomly enforce the rules, it creates even greater conflict. Establishing
a specific entity (such as a disciplinary committee) who is responsible for rule enforcement is
the best way to ensure consistency and accountability for behavior of members.

Resource: Frank Vain, The McMahon Group | fvain@mcmahongroup.com
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