Put your employees 1st!

Golf Club Employee Experience development in 2020
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Customer
experience

VS

Expectations

EXPECTATION...

REALITY...




What is...




* Forget ,,average
golf club customer”!

One * Defining the most

: . Important target
size fits customer segments

none! to be served.

* Understanding
customer journeys.
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The idea of customer

journey mapping

e Customer journey
maps chart your
customer’s experience
and help you target
IMPROVEMENTS with
the greatest return.

* By identifying those

touchpoints in your CX
with the greatest
IMPACT, your journey
map becomes a
centerpiece of your CX
planning process.




Meeting changing —
expectations »\

1. Personalization: there is
no average customer.

g
2. Ease: little patience for

complexity vs

competitive options

3. Speed: customers can’t
afford to wait.




T-Mobile = 16-36 T %%

—

o 'L.
= | TR EE
= ) Fe=Fi

XPLORE PEBBLE BEACH

Right time. Right 2
service. Right People. F
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* The customers intensely care "

about their needs, goals, and
desires. THE TAP ROOM

* They want 1-on-1
communication & customer
relationship management.

* [IBM and the Pebble Beach
Company have partnered to add
Watson’s artificial intelligence
(Al) to a virtual concierge.



http://pebblebeach.com/
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Get instant status match. Transfer
points.

Experience the world in whole a new way.

@ Get Started
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Speed: Mobile is intensifying ,,micro moments”

Payment 20%




Ease is a
necessity

* SIMPLIFIED EXPERIENCES:

* Online tee-time
booking,

* Check-in and outs,

* Find playing partners,
* Find free parking lot,
* Etc.




Empowered &
engaged employees

* Engaged employees:
biggest impact on CX;

* Lowering customer
acugqisition costs, providing
touchpoint specific
innovations;

* Ask employees for
feedback;

* Support employees:
feedback, coaching,
recognition.




DECIDING
WHERE "

On average, golfers consider W | e

between 3 and 4 courses.

Among the factors they take into account are :
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course j friendliness tee time
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Your employees are your company's |

real competitive advantage. They're |

the ones making the magic happen-

sO long as their needs are being met.
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The Future of Work

* Mobility

* Millennials & changing
demographics

* Technology
* New behaviors
e Globalization




: CURRENT FOCUS

Employee Engagement vs Employee Experience



What is Employee Experience?




Main areas:

*Recruitment;

\Workforce
retention;

Overall Customer
Experience.



Compelling &
sustainable EX
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HAPPY BUSSES T
HAPPY EMPIOYEES

MORET PROFHS

5 principles of EX

1. Employees are not just workers!

2. Employees are expecting mutually
beneficial relationships with their
employers.

3. Synchronize and evolve
experience, brand and culture.

4. Provide ongoing reinforcement of
the employer brand promise.

5. Put employees 1st!



Employee experience
development




Employee journey
mapping

1.

Attraction — process of
builiding awareness

. Recruitment — application &

interview processes

. Onboarding

Enablement —
processes/tactics designed to
engage, educate & develop +
nurture an employee.

. Separation



Look outwards.

5 requirements of
understanding
employee

Get transformational, not transactional.
Your EX strategy must impact employees daily.

Engage managers.

Journeys . Get ,employee-specific”




14 things employees care about

* Technology availability

* Technology focusing on employee needs
* Values reflected in the physical space

* Being proud to bring in friends/visitors

* A sense of purpose

* Fair treatment

* Feeling valued & appreciated

* Managers acting like coaches & mentors



14 things employees care about

* Feeling like you're part of a team

e Ability to learn something new, advance, and get
the resources to do both

e Referring others to work at your organization
* Diversity & inclusion

* Health & wellness

* Brand perception



What is...




Company culture & EX

e, I




Lisa Robinson

A contact centre officer for & months.
Sheis on the frontline, taking calls from
the public on a wide range of topics.

Technology usage
& environment at work

Creation of
employee .
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Monitor employee emotion & collect feedback!
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How to hire successfully?




‘b 4

- Recommendations

e Strengthen the emotional conncections
people have to their work.

* Track the trend of employee experiences
in your golf club;

| Develop strategies to enhance
perceptions of the meaningful work*;

* Focusing on the reasons why employees
want to work vs need to work.
ﬁ'
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Recommendations Il.

 Listening regularly to the voice of your
employees (e.g. pulse surveys, social
listening, etc.) to understand the nature of
their experiences at work and uncover
opportunities for greater empowerment.

* Creating opportunities for social
connections within and across teams.

* Ensuring transparency and clarity of the
organization’s mission and core values.




Cost of EX Variables

Referring others - FREE

Being part of the team — FREE

Diversity & inclusion - FREE

Feeling valued — FREE

Sense of purpose — FREE

Flexible work & autonomy — FREE or minmal cost
Physical space reflects values — FREE or some cost

© N O Uk WwWbNR

Technology focused on employee needs — FREE






A SENSE nF pLACE

THE LINES AT

nejfjo

Reasons for
Being

At The Links at Brunello, we
dedicate ourselves and our
facilities to providing our
community members and
customers with the finest
experience in golf; concentrating
on tradition, accessibility,
entertainment and hospitality.

Our focus is on exceeding the
expectations of all guests with
quality products and customer

service that is second to none.



BUIld 3  Start with looking at existing employee

data;
people_ e ,the WHAT & WHY questions”
analytlcs * |dentify the required skills (analytics
function! mastery, HR domain knowledge, data

management expertise etc.)

* Have executive support.



www.golfbusinessmonitor.com

Email: mikibreitner@gmail.com
Mobile: +36 30 279 0054
Twitter: @Breiti

Skype: mikibreitner



http://www.golfbusinessmonitor.com/
mailto:mikibreitner@gmail.com

	Put your employees 1st!
	What is customer experience?
	Customer experience��vs
	What is…
	One size fits none!
	The idea of customer journey mapping
	Meeting changing expectations
	Right time. Right service. Right People.
	Dia numero 9
	Dia numero 10
	Speed: Mobile is intensifying „micro moments” 
	Ease is a necessity
	Empowered & engaged employees
	Dia numero 14
	Dia numero 15
	Dia numero 16
	New employee types
	The Future of Work
	Dia numero 19
	What is Employee Experience?
	Main areas:
	Compelling & sustainable EX
	Dia numero 23
	5 principles of EX
	Employee experience development
	Employee journey mapping
	5 requirements of understanding employee journeys
	14 things employees care about
	14 things employees care about
	What is…
	Company culture & EX
	Creation of employee personas
	Monitor employee emotion & collect feedback! 
	How to hire successfully?
	Recommendations
	Recommendations II.
	Cost of EX Variables
	Dia numero 38
	Reasons for Being
	Build a people analytics function!
	Dia numero 41

