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For a Good Time, Play the Back Nine

By Debbie Waitkus, Golf for Cause

“Checkingin for the Waitkusgroup.”
“Q, youre jud
playing nine holes
today? You'll have
to come back agan
0 tha you can play
18 - the back nineis
redly something”
“Do you suppose
we could go off on
ten and play the
back nine today?

“Check with the
dater. Hecontrolsdl thet.”

It was late dternoon.  With the exception of
a young couple on the driving range, the
course was desrted. Our chances of playing
the back nine looked great. With abouncein
his gep, my husbend gpproached the Sarter
for his blessng. We were on vacation in
Ontario, Caneda visting friends and family,
dear kies golfing everyday. Like the dhirt
says, “Lifeisgood”

After a brief discusson with the garter, an
older gentleman with alot invesed in being
the keeper of protocol (you know the type),
he drove off to check the gaus on the 10"
tee He returned, directing us to hole
number one. A snge golfer was supposdly
making the turn. We exchanged dances of
diddief and disppointment.  “Are you
are? Wha dde of the bed did he get up
on?? Baing relegated to the lesser of the nine
holes we were dofficdly off on the wrong
foot. We were having an “intereging’ golf
day and we had yet to tee off. Our
expectations for agregt experience had been

Copyright © 2005 Golf for Cause

dashed. We spent much of our round
peering at the holes on the back nine, looking
for 9gns of humen life — golfers or
maintenance crew. Just be amazed.

Even on vacation, we car't get avay fromthe
importance of cugomer service and a good
front line g&ff. Frd impressonsaekeytoa
company’s uccess The upbedt person
ansvering the phone, the atentive waiter,
and the grumpy starter.

In this case, knowing that the back nine was
better then the front, and believing thet the
dater could have accommodated us with
ese, the golf course mised out on the
additiond revenue we would have soent a
the 19" hole. In addition, the course enjoyed
the brunt of a few jokes and dories as we
continue to share our golf experience with
others  With the multitude of golf course
choices in the areg, | doubt we'll return —
even for the supposedly amazing back nine.

Another lesson in cusomer service - Taboo.
We played our next round & Taboo, Mike
Wers home coure in Gravenhurd,
Ontario. Now this is an incredibly beautiful
course! Dense woods granite outcroppings,
dreams of waer, wildlife. Don't pull out
your driver without checking the GPSfirg.
Beauty, challenge and interest.

While ganding over aputt on the 3¢ green,
the beverage cat rolled in. “Hi! Would you
like anything? “Would you plesse fill our
cups with ice and wat until were done
putting? Unfortunately, my hint of protocol

didnt go awywhere Her poor timing
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continued throughout our round.  “Hi!
Would you like anything? “I’d like you to
oet adue” | thought to mysdf. | wanted to
putt without someone talking to me. | didn’t
want to coach the cat grl how to be
regpectful and to refill the ice and be resdy
with our routine order. Certanly not twice.
With a pricey green fee and a beautiful golf
property, our on-course cufomer Srvice
expectaions were higher. “Taboo” took on a
whole new meaning.  After the round |
gooke with the golf g&f in the dubhouse
about ther traning opportunity. I'm sure
se’d pull down moretips  And wouldn't it
be better for a guest to miss a putt and not
use the cart girl as a scapegoat?

Not to be denied, we ventured to Bigwin
Idand, near Bracebridge, Ontario on the
Lake of Bays We boarded aferry, golf dubs
in tog, to get to the course. As the name
uggeds it truly is on an idand.  As we
gpproached the dhore, | conjured up images
of Fantasy Idand. “Boss daplane, daplang!”
“Places everybody!” We were gregted by
svard ddf members quiding us to the
dubhouse, inquiring if we hed visted
previoudy. We fdt like we were checking
into a 5-4a rexort. The tone was =, the
gmilesback on our faces Regardless of how
we might grike the bal today, thiswas going
to be afun day of golf.

Managing the cusomer’s expedtdions is
paramount for qudity cusomer srvice. A
problem can beresolved. Yet, the cusomer’s
fedings about the gtuation often reman. In
the fird scenario aove, we wanted to play
nine holes of golf. And that’s exactly whet
we did. Nonetheless, we fdt disgppointed
that we weren't aole to play the back nine
and the disgopointment lingered asareault of
our interattions with the golf course
personnel.

What impression does your front line st for
your cugomers? Ther fird point of contact
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is often with the lowes pad employee.
Does he or she have the proper traning and
ills to be your ambassedor? Put on your
cugomer’sshoesand cdl your office, wak in
the front door, meke a purchase. What’s
your firg impresson? How was your
experience? Areyou in the farway - on the
back nine perchance? Or are your chipping
out of the rough?

Tun&finto&dd ™

Ddiie Watkus a gdf cosltat, geska ad
trainer, isthe owner and founder of Golf for Cause,
LLC Se ks to corporate graups and dages
aettive gdf prayans epaddly fa woren, to
hdp than leeage (df fa bisnes a any il
led. “Tun (df intogdd”™ Ddidie an be
reached at dwaitkus@qgolfforcausecom o
602/840-0607.
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