Blog 4 – role of the golf course marshal
So….how do YOU roll out the golf welcome mat?  And more importantly, WHO is it that sets the tone for the golf experience?
Every course has its marshal and every course does its best to make golfers feel welcome while they are there.  But today, we can be better.  And we need to be better.

Marshals have been stereotyped as “the bad guy” which tends to make players uptight and perhaps nervous when they come around.  In truth, I don’t even like the term “marshal” The name alone seems too authoritative and unwelcoming

With these thoughts in mind, at The Ranch, we have spent time analyzing the real role of the position and have completed a rebrand.  Here is what we have done…

  We call this position a course ambassador.  They are encouraged to engage all groups on the course fairly early in the round to introduce themselves and let them know they are here to help them and all players have a fun experience at The Ranch.  This is done to help establish an early relationship and show that they are there to be helpful.  If they do need to work with a group on their pace of play they are to clearly explain that they need to help all golfers enjoy their day and in a friendly manner they are to explain that them not keeping proper pace is impacting the enjoyment of all groups behind them.  We recognize that washroom cleanliness is something of key importance in the overall impression of a golf course.  With that, we have our course ambassador’s cleaning the washrooms on the course regularly to ensure they are to a high standard.  We all know that golfers do not always rake sand traps after they play out of them.  Our ambassadors have a rake with them and throughout their shift they are to check all bunkers on the course and rake them as required.

We also want our ambassadors to help elevate our guest experience in other ways.  They will always have some golf balls with them when out on the course.  If they come across a group that is searching for a golf ball they can offer a few balls from his stash to the golfers to replace the lost ball.  This will help keep the group moving and the gesture would certainly be appreciated.  The ambassadors also have a few other tools in their tool box to help them in situations where he may be have to help a group with their pace or to make a guests day even more special.  For example, should an ambassador see a golfer hit an incredible golf shot he could offer them something like a sleeve of balls or a pint of draft beer as a reward for their great shot.  Another example would be if the ambassador is working with a group on their pace of play and they are able to catch up and help all other players on the course play at the proper pace he could offer them a jug of draft beer to thank them for their efforts.

The course marshal doesn’t have to be the bad guy.  If you think a little outside the box they could play a key role in the golfer experience and help take the service at your club to a higher level.

