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Session

“Golf Clubs -
Where Technology
Meets Tradition”

In this session, Craig Higgs will share with us his international
experience of implementing Technology into golf clubs - an
environment traditionally resistant to change - and how clubs can
increase efficiency and customer experience whilst protecting their
tradition and culture. An integrated technology strategy is becoming
a fundamental piece of any successful clubs overall strategy.
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Why Technology?

e User[Manager] - Simplifies Processes /
Increases Efficiency

e Customer [Member] - Enhances Experience
/ Improves Connection

e Together;
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Technology improves productivity -
reducing mundane activities to focus
time on more high value activity -
customer / member interaction.

Golf lags behind banking, travel and
many other industries which have
moved quickly to lower their total cost
of ownership of their software.

In so doing they can now compete
based upon the quality of their customer
facing systems and service.




SEP 2021 oCT 2021

Tu We Th Fr 'Sa [Su Mo We Th Fr

Sa Su Mo Tu Weo
28 29 30 2.3 4 6 7 8 9 10 11 12 13

~ 2ndCourse v  Both

Squeeze Teo Time

Golf Genius Medal \ FP Jones 14 RogerPJones  T.G Jones
Golf Genius Medal AF Smith 1o Barry Smith i Brian Smith
Golf Genius Medal

Golf Genius Medal

Golf Genius Medal

Golf Genius Medal

Golf Genius Medal




How Old Are You?

e Technology’s ‘big bang’ - Internet 1994 [after 25
years of development!]

e If you were 10 in 1994 - you were ‘born on the web’

e 30-40 Year Olds - totally comfortable with tech - web,
app, smartphones

e |[fyou were 20 in 1994 [at University?] - tech is a tool
but in your DNA

e |[fyouwere 30in 1994 - it is neither comfortable or in
your DNA

e If 30-40 year olds are ‘them’ & ‘us’ is everyone else -
then everyday there will be more of ‘them’ than ‘us’!
This simple reality is why Technology is coming and
will increasingly pervade all aspects of golf - so
fasten your seat belt!




Why Not Technology Yet?

e Previous lack of demand from customers /
members - “we always did it this way”

e Lack of Software Standards - local supplier
solutions abound

e Protection in ‘non standard’

e Lack of Competition - based on Lack of
Standards

e Lack of Competition derives Lack of
Innovation

e Historically, suppliers not well capitalized

and had just a handful of employees

e Club Manager understanding / comfort with
Technology

e Change Management - the ‘difficult
member[s] syndrome




So What’s Changing Technology in Golf?

e Covid - less interaction more self service

e Increased [new] member demand for tech in golf - app
based

e WHS - move towards a ‘standardised’ solution

® |Increase in tech providers attracted to golf industry and
consumers

BUT

e Covid is Over - return to booking on, roll ups &
scorecards?

e [Old] Member demand prevails - tradition over
technology - less hassle, no change!




BUT Technology is now moving in Golf....!

e More Tech Savvy GM’s / Club
Secretaries

® Increasing support from Member
Associations - GCMA, etc.

e Members now wanting more
Service, More Convenience, More
Technology

e Covid - supercharged Digitisation
in 2020

e WHS - increased standardisation,
increased competition, more
choice

e Increasing Pace of Innovation,
Increased Options
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The Club Manager’s Dilemma

e Introducing More Tech means More Change

e Damned if you, damned if you don’t

e Look after existing customer wants, look for
new customers

e How to find the best balance for the
business

e Covid, WHS have created an environment
for change

e Seize the moment - many GM’s / Secs now
reviewing their tech offer

e Increased options with increase in variety of
supply options




Technology & Tradition DO Mix!

e Technology is NOT Prescriptive & MUST NEVER BE!

e ‘All or Nothing’ does not work for all Clubs / Members

e Tech should make it easier and better for Managers
and Members

e The Club Tech Conflict - Tech is Change, Tradition
maintains the status quo!

e Oldv New

e BUT Golfis BOOMING!

e How do you retain loyalty of existing [older] Member
subscriptions whilst welcoming new [younger] Member
revenues downstream?
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Technology Commitment / Collaboration

Tech Supplier

Suppliers have the
responsibility to make it
easy for the customer
providing support &
innovation.

Club Managers

Need to understand their
tech ecosystem and how it
can be used or improved to
enhance the member
experience

>

Together

Listen and collaborate to exploit the current
‘boom’ in participation to safeguard the short and
medium term future of golf




The Technology Offer!

The New Choice -

‘One throat to choke’ or ‘mix to max’
Ease of Use v Performance

e YOUR CHOICE

e BUT THERE MUST BE CHOICE

‘All in One’ v ‘Integrated Best of Breed’

Club Operations and Software
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Technology - Specialisation from Standardisation

e As markets mature and develop, specialisation increases in supply to meet
increased demand requirements

e Automotive - Ford cars, Golf - Taylor Made Driver, Computing - IBM v Dell

e In Golf Clubs - one size can fit all, but increasing need / demand for best fit ‘specialist’
solution

e Integration, Managed Supply Chains, Support Systems make ‘specialisation’ common
place today through STANDARDISATION



Technology in Golf - The Global View

US - Integrated SaaS environment for clubs

UK - traditional ‘all in one’, hybrids on offer

EMEA - local ‘generalists’ pre dominate ® WHS - Levels The Playing Field

Middle East - integrated e Global Suppliers
o VMS - Jonas, Northstar, etc
APAC - ‘AlO’ - MiClub & MSL o Tee Sheet - BRS, Lightspeed

o TMS - Golf Genius, GolfBox
Japan - lower tech, local providers o WHS - Dotgolf, IG, CSI, GGS



Technology - The GB&I Map

AlO - Intelligent Golf, Club Systems, BRS/Golf Now, Epic
Hybrids - Concept, Jonas, Northstar, ESP, Club Prophet
Tee Sheet - Lightspeed, BRS, “
Tournament Management - Golf Genius, Handicap Master, Golf
Box, GameBook, Vpar, etc

WHS - IG, CSI, GGS, HM, Nexxchange

PQOS - Various

Payment Processing - sagepay, worldpay, stripe
Website - Golfworx, ClubNet, Local
Subscriptions - GolfClubsSubs
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Technology Enhancing The
Customer Experience

e Data driven digital solutions for enhanced customer / Member service

® Increased data, increased personalisation, increased service provision

® Increased connection - comms etc -
increased sense of community

Membership Renewals
Tee Sheet Bookings
Point of Sale

Golf, of course!




Technology - Making Golf More Fun

e Digital Solution - from registration, play to WHS

e Increased Communication - email, text, etc - before, during & after

e App based - but scorecards too!

e FUN Golf - multiple formats, leagues,
events

e The Full Tour Experience

e Golfis the output of a Golf Club - More
Fun builds interest, community & loyalty!
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Technology - Making It Easy For Club Managers

e Simplifies and Automates Processes / Increases
Efficiency

® Replaces spreadsheets, word docs and other semi
manual solutions

e |mproves Output with Less work
e Cloud Based Efficiencies

e New Solutions to Problems - Old [tee bookings] & New
[covid]

e Increases time to be forward facing with Members







Technology - Making The Change - Some Guidelines

e Ensure your Data is adequately protected and stored safely

e You own the data!

e Be clear on what suppliers can do with your data - particularly member data
e Avoid vendor lock in - annual renewals

e |Insist your suppliers play well together

e Your ISV owns its IP - you are the user!



Technology - Change Considerations

Leverage Member Knowledge - form an IT Committee

Understand the ecosystem - develop a priority list of front and back end systems
Develop a sense of how things fit together

Think Cloud NOT desktop - little sense in server ownership today

Read up [ask GCMA] on contracting IT products & services - level the playing field!
Help board with member-owned tech - phone use tec. - culture v tradition

Exploit data to better understand operations. Tech gives you the power to do so.






Technology - Conclusion

e Tech Providers /ISV’s and Golf Club Managers have a collective
responsibility to collaborate and deploy technology which enhances their
customers / members golfing experience to help secure the future of this
great game of golf.




Technology - Collaborate

Tech Providers Club Managers

e Listen! e Embrace Need for Technology

e Develop Solutions e Balance New v Existing Member Needs
e Non Prescriptive e Listen to ‘silent’ Majority

e Flexible ® Tech can meet Tradition

e Support! Support! Support! e Understand the Tech Ecosystem

e Make Change Easy e Change Mentality to Improve

e Integrate - Customer is KING e Ride The Storm - Get Support!



More Info - Golf Club Manager 07/21, Club Talk UK
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Hi, Christophe Glover!

Welcome to 2020 Amateur
Championship

You are the marker for
Nicolas Von
Your marker is

Jefferey Pouros

Leighton Walker - 1st
er -

%

The 3rd of our GCMA Insights on Golf Club Talk UK is out now. The focus for this episode is
on technology and how it can help improve everyone's experience. Thanks Craig Higgs from
GolfGenius, Robert Corcoran LISM from Revenue Club and Gavin Robinson of Golf Club
Managers Association #technology #experience #forwardthinking




More Info

e Craig Higgs
MD - Golf Genius International
+44 77 11 36 36 49
[e] craig@golfgenius.com
[w] www.golfgenius.com/international
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