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England Golf Strategy 2017/2021

B E | N G Putting everyone

from players to

C U S TO M E R volunteers at the

heart of everything

FOCUSED we do

i Y

Improved golfer and Help clubs understand their Increased customer
stakeholder satisfaction market position and understand engagement with the number
with England Golf performance their customers of members registered on our

year on year measured benefits programme up by 30%

through surveys
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Customer Focused

& How often do we consider & How often do we consider our
the needs of the customer? position first without considering
the customer?

& How often do we continue to

do what we have always done? & How well do we know our
membership and those that
play regularly/visit our facilities?

& How often do we ask for
feedback or send out
satisfaction surveys?
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STRONGER
COUNTIES
AND CLUBS

IMPROVED IMAGE
AND PROMOTING
THE BENEFITS OF
THE SPORT

OQUTSTANDING
CHAMPIONSHIPS,
COMPETITIONS
AND EVENTS
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EXCELLENT
GOVERNANCE

MORE MEMBERS
AND PLAYERS

WINNING
GOLFERS

Adopting standards,
policies and
procedures to
become a model

of best practice

Inspiring more
people to play
golf, to play more
aften and to join a
golf clulb

Supporting and
developing elite
golfers




Who are we?
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England Golf - Structure

£\
Championships  ° ‘k Chase Your Bream
A Governance
Guide For
Golf Clubs
Compliance
Marketing & PR .
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Participation &

Club Support
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Participation & Club Support

Participation & Club
Support Director

Head of Head of Club Head of Training Head of Delivery

Participation Support & Education

Disability Women & Girls Young People R
Manager Manager Manager

Club
Engagement
Manager

Handicap &
Course Rating
Manager

Regional Club Support
Managers (x4) Officers

| Regional | Club Support
Administration 1 _Handicap & Officers
Manager 1 Course Rating !
I Advisors |

Administrators
(x4)
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Club Centric Approach
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How are clubs needs supported?

No Longer

“

geltyimages
BJrcn Mantin

Instead, Club Centric Approach

Support based around the individual needs of the club
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Club Centric Approach...

Consistent Club
Support

CSO Process

England Golf
Regional

= Knowing Your

Club = Prepare
Fougc_:!rftion S:i':,?,t‘é
= Action Plan Rommoer. Sl = |Listen
Club
Sup_port
= County Officer = Action
Workbook
= Follow Up
= Live Case Study PGA PGA
Bus_iness_ Regiopal
Relgtionship Copning " Record
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Club Support
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Support Guides
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Club Support Solutions

©

ENGLAND
GOLF

NDERSTANDING
YOUR
MARKET

UNDERSTANDING THE CUSTOMER JOURNEY

IDEAS TO HELP YOUR CLUB MEET AND EXCEED CUSTOMER EXPECTATIONS
ENGLANDGOLF

A customer could be 3n existing member, new member, brand new participant or visitor
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EXPECT A
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Procoss Plan and prapare ongoing ‘Prowde otfers
Amval communlcation to maot the noeds
*Teleghans. T ~Frompts customers
- Emmi - Offars
+Vialhoup Aevity *Upsal Panand
+ High qusi
Eneure you collect ! S communiations
Gara ardd send papiietony
arfmation o Fobure cffers Moritor and track
Sirpost cen and undsrtend + Activty
sharosagttonat it Sictamer « Progratsin
+Vihare to go? Log aditoral sl furthar.
Wiz iz e iaiaririie rperunitiar
oFcata colkection

ittt ma?
cLus i
CONSIDERATIONS Sand s vamitr

ENGLANDGOLF

apastthess
ipwen o



Wider Club Support

= Governance & Business planning

= Delivering training & education workshops, where applicable
= Changing Culture through Good Governance
= Digital Marketing & Social Media
= Recruitment & Retention
= Frilford Heath 9t March
= Leatherhead 27t March

= Handicap Support
= County and Regional advisors
= World Handicap System Workshops

= Safeguarding
= Policies & Procedures

= General Data Protection Regulations (GDPR)
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Useful Links

Get into Golf (re-launched Spring 2018)
Girls Golf Rocks (Linked in to Get into Golf re-launch)
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https://www.englandgolf.org/page.aspx?sitesectionid=327&search=
https://www.englandgolf.org/page.aspx?sitesectionid=1542&sitesectiontitle=Recruitment+%26+Retention+Workshops
https://www.englandgolf.org/news.aspx?itemid=14956&itemTitle=World+Handicap+System:+new+details+announced+&sitesectionid=38&sitesectiontitle=News
https://www.englandgolf.org/page.aspx?sitesectionid=2656&sitesectiontitle=World+Handicap+System+Workshops+-+Spring+2018
https://www.englandgolf.org/page.aspx?sitesectionid=2637&sitesectiontitle=General+Data+Protection+Regulations+(GDPR)
https://www.englandgolf.org/page.aspx?sitesectionid=2631&sitesectiontitle=Legal+Helpline
https://www.englandgolf.org/championship.aspx?sitesectionid=112&sitesectiontitle=Championships
https://www.englandgolf.org/members/
https://www.englandgolf.org/GolfCaptains/default.aspx?sitesectionid=539&sitesectiontitle=Golf+Captains

Ashley Rump
Senior Regional Manager

07730525299
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