
BATTLING BURNOUT

If you’re feeling overwhelmed, stressed out and battling 
burnout, you are not alone. Many managers are suffer-
ing from the effects of a busy, short-staffed club that has 
been on a roller coaster for numerous months. While 
many clubs thrived during the pandemic, it doesn’t 
mean that it didn’t take its toll on club staffs that had to 
constantly evolve, reimagine and reinvent nearly every-
thing. 

According to RCS Consulting, there are several things 
you can do to get back on the right track: 

1) Take a break to manage the stress and get your head 
clear. This can mean getting some sleep, going off prop-
erty for a cup of coffee or taking a short walk. 

2) Write down all of your “To Do” items. The simple 
act of writing everything down will help you feel better, 
get you away from holding it all in your mind and will 
help you feel more in control. 

3) Prioritize the list of things you need to do by mark-
ing them with a 1, 2, 3, etc. Ask yourself if there’s any-
thing you can delegate. If you can, take the time to give 
clear direction and then let it go. 

4) Protect your time. Manage your day by blocking 
time on your calendar for things like reading and re-
sponding to emails, returning phone calls, meeting with 
direct reports, preparing presentations and working on 
projects. Then do your absolute best to do those items in 
the time you’ve blocked for them. 

5) Limit distractions from colleagues and direct re-
ports. While it’s important to be available, you still have 
work to get done. Pop-ins are disruptive and can rob 
you of valuable planned productive time. Schedule mu-
tually convenient weekly (or daily) meetings with your 
direct reports and keep those times except in rare and 
extreme situations. These meetings are the time to go 
over questions, projects, deadlines, planning, etc., and 
should help improve communication and efficiency. 

MORE ON BURNOUT  
Here are a few more tips to combat burnout from the 
Editor: 

1) Remember, your job is not your life. In the club 
business this can be hard to remember because we are so 
passionate about what we do. But sometimes the simple 
fact of acknowledging that you are not your job can be 
powerful. 

2) It’s okay to say “No” sometimes. Yes, you need to 
be available to members. Yes, you need to be available 
to staff, but sometimes, sometimes you can not be avail-
able. You CAN say “No” or “Now is not a good time” or 
“I’m right in the middle of something. Can we connect 
on this later?” or you can not answer the phone and you 
won’t be struck by lightning! 

3) We are in the business of FUN. We provide experi-
ences to members. We create places where people go to 
relax and enjoy themselves and others. We are not doc-
tors or surgeons or nurses who deal with life and death, 
literally. Sometimes a little perspective helps. 

4) Ask yourself, “Who cares?” This is not an excuse 
to be lazy but a reality check. As club people we often 
have some high expectations and tend to put really high 
expectations on ourselves. But when we are burnt out, 
tired, overwhelmed and overworked we need to look 
at every task and ask “Who cares?” If you’re saying “I 
have to do this” and “I need to do that” and the only 
person that is really benefitting or caring about it is you, 
then maybe you don’t really need to do it. If you ask 
“Who cares?” and your answer is “me,” then you  might 
decide that the task might not be that important and you 
can  take it off of your already very long "To Do" list. 

5) Take. A. Break. I’m repeating that one from the first 
article because it’s the hardest one for so man to do. Go 
home early. Be unavailable. Go for a ride on a golf cart 
or take a dip in the pool. Whatever you do, just turn it off 
for a few hours and you’ll feel better. I promise.
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NO MORE DRAMA

Drama at private clubs is inevitable. But it can be 
significantly reduced through conflict resolution and 
communication. Managers and supervisors must be 
well-trained and confident to address, rather than avoid 
conflict in order to circumvent unnecessary drama.

Conflict happens for myriad reasons: poor decision-
making processes, lack of clarity, ineffective 
communication and many more. According to Marlene 
Chism, author of No Drama Leadership and Stop 
Workplace Drama, many leaders view conflict as 
problematic when actually mismanagement is the 
problem. 

She offers the following advice to help eliminate conflict 
in the workplace: 

1) Avoid skipping the chain of command. When 
communication and authority don’t follow the chain of 
command, trust and transparency start to erode. It also 
leads to others engaging in gossip and hearsay which 
only complicates the conflict. Instead of undermining a 
teammate to get results, bring the issue directly to them 
to stop the confusion and resolve the issue. 

2) Insecure leader. When a leader becomes insecure, 
he or she constantly needs reassurance and often 
questions things he or she should already know. When 
dealing with insecure leaders, do not tell them what to 
do. Instead, ask questions and be a coach to help them 
find the answers themselves in order to rebuild their 
confidence and become secure again in their decision-
making process. 

3) Behavioral issues. If a teammate has behavioral 
issues but they are performing their job well, the 
issues are often justified instead of corrected. Chism 
warns that this action makes the bad behavior become 
standard. She urges leaders to ask these two questions: 
What is the person doing that shouldn’t be done? How 
does that affect our culture, teamwork, productivity 
or results? According to Chism, if you can’t articulate 
the dysfunctional behavior, you won’t be able to coach 
behavioral change. Once you’ve identified the answers 
to these two questions, you must share that information 
with the person who has behavioral issues.

Managing and resolving conflict is part of every leader’s 
job. To be effective in a leadership position, the first step 
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is to stop avoiding the conflict. The second step is to build 
the capacity to deal with conflict to produce results. 

THE LAST WORD ON HIRING

While department heads or the human resources (HR) 
department may be responsible for hiring at your club, the 
GM should sign off on every club hire, in the opinion of 
Jodie Cunningham of Optimus Talent Partners. Because 
every employee contributes to the success—or failure—
of the club, Cunningham reasons that the GM should be 
part of the employment process to reduce the risk of the 
wrong person being hired. Cunningham specializes in 
HR recruitment, development and retention.

COOPERATION NEEDED  

A fitness program specifically for golfers can be a valuable 
member amenity. It will draw positive attention to the 
fitness/wellness center and enable members to be better 
conditioned for golf. It is imperative that management 
encourages the golf professional and fitness director to 
work together developing and promoting a golfer fitness 
program, according to Nicole Mains, principal partner 
in Club Wellness Evolutions. “This program cannot 
work unless the golf pro is on board,” said Mains, a club 
wellness director for more than two decades.

MARIJUANA AND EMPLOYMENT

If you are in a state that allows recreational use of 
marijuana, what is your position on employees and 
marijuana? A recent television news story featured 
employers in states where recreational marijuana is legal. 
These companies previously refused to hire anyone who 
used drugs, but have now softened that stance and will 
hire admitted marijuana users with the understanding 
they will not show up at work high or use the drug while 
on duty.

Results have been positive for these employers. The 
policy changes have expanded the pool of prospective 
employees, especially important in areas with a labor 
shortage, and the new hires have been good workers. 



A policy change like this will require a lot of thought and discussion.  
Complete support from the board of directors in a member owned club 
probably would be necessary.

THE IMPORTANCE OF ORIENTATION 

Expert after expert concurs that a well planned and executed orientation is 
the key to ensuring successful outcomes. Teaching people how to act and 
interact with each other is essential for molding behavior and performance. 
This applies to employees, members, boards and committees. 

A recent issue of Club Trends, a publication by the National Club Association 
and The McMahon Group, detailed the importance of orientations at clubs 
because they provide the critical foundation, tools and processes needed 
to develop skills and insights that benefit the organization. If your club 
hasn’t revamped ALL of your orientation programs recently, plan to do 
so soon!  

To clear up any confusion, orientation is a one-time event and onboarding 
is a series of events (including orientation) that helps the new employee 
understand what it means to be successful in their job and how their 
work contributes to the success of the club. A Glassdoor study found 
that organizations with a strong onboarding process improve new hire 
retention by 82 percent and productivity by more than 70 percent. Thus, 
the importance of getting it right! 

Be careful to avoid crammed sessions that are overwhelming to new hires 
and ultimately ineffective. Orientation should be a two-day event aimed at 
gently welcoming employees to your club. Rules and “don’ts” should not 
be discussed during orientation; it should not be a lesson on how not to get 
fired. Orientation and subsequent onboarding are opportunities for new 
hires to mingle with each other, complete paperwork, meet senior leaders 
and begin to understand the club culture. It’s the time to discuss mission, 
vision, values and to inspire workers with a common purpose. 

An effective process has never been more crucial. Teach everyone at your 
club the importance of orientations. Educate employees so they recognize 
the role employee, member, board and committee orientation plays in club 
culture and overall organizational success. Most importantly, dedicate the 
time necessary to ensure your club’s orientation processes are efficient, 
effective and welcoming. 

Jackie Carpenter, CCM
Editor

Happy Fall Y'all!

● Tidbits of info ●

ASKING QUESTIONS...
If you want to retain employees, it is 
important to consider what employees are 
seeking in their daily work experience. 
Contemplate the following questions 
employees may be asking themselves:
Does my job pay sufficiently?
Do I use my passions at work?
Is the work culture nurturing and 
supportive?
Are my needs for work-life balance being 
respected?
It may be wise to use these questions to 
shape employee experiences, manage 
expectations and guide decision making. 
Creating work environments where 
employees want to stay and contribute 
will benefit everyone.

● Resources ●

RCS Hospitality Group, 602-684-0251 
www.consultingrcs.com

Marlene Chism, Author, Speaker, 
Marlene Chism Consulting
marlenechism.com

Jodie J. Cunningham, Optimus Talent 
Partners, LLC – 602-690-1074 
Jodie.Cunningham@
optimustalentpartners.com

Nicole Mains, Principal Partner, 
Club Wellness Evolutions
Jupiter, FL – 561-310-2499

National Club Association, 
Washington, DC – 800-625-6221
www.nationalclub.org

The McMahon Group, 
St. Louis, MO – 314-744-5040 
www.mcmahongroup.com
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HYBRID IS HOT. Hybrid events are quite popular 
at clubs these days. Members pick up (carryout style) 
wine, sampler plates, entrees, ingredients, etc., during 
the day and then join in on Zoom that evening for wine 
tastings, cooking classes, educational sessions or social 
hours. These events help harness Zoom fatigue yet also 
offer a fun, social opportunity for members to enjoy 
from the comfort and safety of their own homes. 

FARM TO MEMBER. During the pandemic, Myers 
Park Country Club in Charlotte, NC, helped struggling 
local farmers by setting up a Farm to Member Initiative. 
Members could order local farm produce and products 
directly through the club. Then on Saturday mornings, 
members were assigned pick up times where they’d pull 
into the club parking lot and their items would be placed 
in their cars. Since COVID restrictions have lifted, the 
club has continued this initiative due to tremendous 
demand from the members, but evolved the process. 
Partnering with Freshlist Charlotte, members can now 
place orders online and local products are delivered to 
their doors on a weekly basis. Perhaps other clubs could 
establish the same kind of Farm to Member program 
where clubs can support local farmers while also 
providing members with incredibly fresh items? 

SPEAKING OF FRESH. Speaking of partnering with 
local vendors, the Philadelphia Country Club partnered 
with a local florist to allow members to order weekly 
seasonal bouquets to take home and enjoy (especially 
while spending more time at home during the pandemic). 
The local florist accommodated different style bouquets 
and even provided tomato plants during the summer 
season. Members often purchased bouquets to gift to 
friends or neighbors. These seasonal bouquets were a 
hit and may be a fun offering for other clubs to try too! 

MOVIE NIGHT. As movie theaters struggle to make a 
full comeback, many are still offering the opportunity for 
patrons to rent out the entire theater for a private movie 
showing. Champions Run in Omaha, NE, rented out a 
theater several times last year to provide a fun option 
for kids to get out of the house. This is an inexpensive 
and easy way for clubs to provide entertainment this 
fall and winter! Consider renting several theaters at the 
same time so children can watch children’s movies and 
parents can snag some alone time watching a grown up 
movie at the same time. 

ZOOM INTO WINTER. Last year, during pandemic 
times, many clubs provided numerous activities and 
opportunities to engage with employees and other 
members via Zoom. Members who headed south to 
warmer climates or to second homes enjoyed staying 
connected to their “home club” while they were away. 
This year, while COVID may be less of an issue 
(hopefully), members may still expect virtual activities 
and events. Encourage your team to get creative! Ask 
employees for ideas. Consider surveying members to 
find out what virtual events or programs they want to 
see this year.  

"IF IT AIN’T BROKE". Dreaming of cooler 
temperatures? What did your club do last winter as a 
result of pandemic restrictions, but worked so well you 
should do it again this year? Many clubs revamped the 
traditional Santa Brunch and opted for a traveling Santa 
or assigned times for families to come to the club to 
meet Santa or limited holiday festivities and created 
more intimate and unique family-style events. While 
COVID will hopefully be less of an issue this holiday 
season, don’t quit a good thing! 

● Idea Bank ●
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