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Q:
In your own opinion, what is the single greatest thing a club owner/operator can do to succeed, when the club numbers and oversupply of club products in North America is outpacing the membership growth, thus creating an excess club supply that very likely will result in a club industry ‘shake-out’ ?  
A:
Those clubs that make a concentrated effort to know their members and create experiences to enhance the value of that relationship will likely thrive.  It’s time to start looking under the hood of your club to define new business goals and figuring out what the tie-in is to staff performance.
If your staff is not consistently performing at their peak, the ROI on facility improvements, equipment, marketing and programs will be minimal at best.

 Invest in your staff through better hiring practices, performance based compensation, training and development.   Then manage the experience and the relationships with your members, vendors, community and industry networks.
Q:
When consulting with a club owner, what steps do you take to cause an excellent, very productive working relationship with your client to happen? What makes a "good client"?  What makes him ready to benefit from your consulting expertise?  How do you help him to "use" your services fully?
 A:
We start by articulating business goals to help uncover any challenges.  Sometimes clients have a hard time defining “done”.  We ask questions, and conduct an in depth analysis of the current vs. desired performance state.  Our work is a results-based partnership.  Requirements for successful partnerships include:

1) Embracing mutual goals 

2) Desire and readiness level to change

3) Clear communication channels

4) Trust in each other and the information/process

5) Shared values, integrity

6) Shared knowledge and commitment

Our clients who benefit most from our services also participate in ongoing quarterly training, reserved for a limited number of selected clubs.  We support the training with take home assignments at the club level, and consistent phone and email follow-up for accountability to help support the change driven by the training.

 Our goal is to give clubs what they need to be successful, and then to let them run with it.  We continue ongoing communication with a client even after a project is completed, and send to them vital information that may provide some benefit to their business. 
 

Q:
What is the main area you consult in?  How have you made a difference with your clients and their success? 
A:
CSSG helps to deliver bottom line results for existing clubs and spas, or those under development.  Our team of nationally recognized industry specialists have provided turn key solutions for individual departments, with proven performance in hundreds of selected facilities worldwide. This collective experience affords us the ability to help owners and operators make critical decisions that will save time and money.   

Our strengths are in defining the problem statement, determining the performance gap analysis, providing solution recommendation definitions, and most importantly – implementation and change management.  

For clubs that are starting up, our in-depth feasibility analysis provides a strong launching point for developing the business strategy.  We provide operational systems, timelines and templates for successful implementation from vision to result.
 

Q:
How do you define a successful consulting assignment? 
A:
 Change always takes longer than we’d all like.  Any positive shifts that impact performance or growth contributes to current and future success.  We provide our clients with a quality guarantee, stating that our work and leverage are directly impacted by the level of commitment from all partners and stakeholders, and given that circumstance, our deliverables will be accurate.   

 Success depends upon the initial scope of work needed, and can be defined in ways such as providing education and tools, resolving the initial problem statement, analyzing root causes, removing barriers to success, identifying potential solutions, closing the performance gap, or delivering business results.  A step towards reaching those goals is presenting focused problem identification and understanding how any move impacts the operations of the business, while minimizing risk. 
 
If we’ve helped our client to execute the change or to open their new club successfully based on realistic timelines, strategies and goals, we’ve done our job. As a partner in their business, our client’s success is our success.

As our clients’ success triggers business growth and development of additional clubs, we help them manage that growth and change.  We’ve walked in their shoes, and have an understanding of every challenge.  Frequently we say to our clients, whether they’re seasoned club owners or completely new to the industry – 
“We’ve got your back”.
 
We educate, coach and motivate their staffs to embrace that same mentality, and together we brainstorm opportunities, and celebrate success.  
We navigate all the roads with you.  
Our maps and methods can get you where you want to be sooner.
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