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Introduction

The growth and popularity of the game of golf and the resultant development of a golf tourism strategy varies dramatically from region to region and country to country.

Whilst the delivery of a consistent, measurable service is dependent on the need to establish a minimum service level from which a tiered or  star  rating service may develop – there are significant industry bodies involved in the ultimate delivery of the customer experience from the golf course architect to the course manager, the green keeper to the PGA golf professional – each  involved in delivering an element to the venue on which the service level is based.

The development and implementation of a comprehensive golf tourism strategy can provide a benchmark for the future development of golf tourism. This can be supported by a common standard of golf services at courses in all countries.

This International Standard defines what are generally accepted as minimum levels required in order to provide a level of quality and service expected by customer regarding the quality of golfing experience.  

1. - Scope

This International Standard establishes the minimum requirements and recommendations for the provision of quality golf services offered by the company, in order to satisfy customers´ expectations.

2. - Terms and definitions 
2.1 The game of Golf
The game consists of playing a ball with a club from the teeing ground into the hole by a stroke or successive strokes in accordance with the Rules. 
NOTE: The Game of Golf relies on the integrity of the individual to show consideration for other players and to abide by the Rules.

2.2 Outsource service provider 
Any person carrying out a professional or voluntary activity for the “service provider” which has an effect on the service provided to the customers on the site.

NOTE: The term includes instructors, people working for the shop or the maintenance of the golf course or any other activity on the site which is sub-contracted or contracted out by the golf club or included in the service provider’s offer.

2.3 Ball washer

Handy equipment designed for washing golf balls near the teeing ground.
2.4 Bag storage room

Area where golf bags can be stored. Should be situated near or in the clubhouse.

2.5 Barometer
Instrument to measure service performance or customer satisfaction. This instrument is made up of indicators measure and presented in the form of a gross percentage quantity or a time curve.

2.6 Bunker

Golfing hazard consisting of a prepared area of ground, often a hollow, where turf or soil have been removed and replaced by sand or a similar material.

2.7 Clubhouse

Buildings containing the secretariat, administration offices, reception desk, social rooms, activity rooms, locker rooms, restaurant, bar, etc.

2.8 Committee

Committee in charge of the competition or, if the matter does not arise in a competition, the committee in charge of the course.

2.9 Course
The whole area within any boundaries established by the Service Provider, according to the norms and rules established by the National and International Golf Authorities.

2.10 Golf hole
 Areas of the course where the golfer starts playing from the teeing ground and with a stroke or successive strokes holes the ball at the green. Normally that area contains the tee, fairway, rough, hazards and the green. 
NOTE: A golf course is normally made up of 9 and can be extended to either 18, 26 or 36 holes generally.
2.11 Customer

Any recipient or beneficiary of the services provided by the “Service Provider”.

NOTE: The concepts of members, suscribers, golfers, persons accompanying a golfer, visitors, green fee players, persons asking for information concerning the golf course have been grouped under the general term of “Customer”.

2.12 Course rating

The Golf Course shall provide the basic ratings of par and stroke index (need to define). It should also provide the ratings that evaluate the course according to the norms established by the international, national or local golf authority (Congu, Slope, Ega , etc.).

2.13 Etiquette

Set of customs and guidelines which govern the treatment of the golf course, the relationships between the players for mutual respect (consideration for other players) and the manner in which the game of golf should be played.

2.14 Enviromentally – Sensitive Areas

Area so declared by an appropriate authority, into which entry and/or play is prohibited for environmental reasons.
2.15 Evapotranspiration

Term used to describe the sum of the evaporation and plant transpiration from the earth’s land, surface to atmosphere.
2.16 Fairway

Closely mown-area between the tee and the green which provides the preferred route for play on each hole.
2.17 Phytosanitary

Concerning the health of plants; specially the freedom from pests requiring quarantine.
2.18 Flagstick

Movable straight indicator, with or without bunting or other material attached, centered in the hole to show its position.
2.19 Golf cart

Small motor-powered car that carry players and their golf bags around the golf course. 
2.20 Green

Area of specially prepared grass around the hole where putts are played.

2.21 Green Fee


Course access rights granted to a golfer for a set number of holes to be played, and/or a set period of time at the course, in exchange for payment.

2.22 Changing room

Room in which golfers can change their clothes and store personal belongings including clothing during and between rounds of golf. Normally they will contain storage lockers and benches.

2.23 Maintenance building

Building provided for the maintenance and storage of golf course maintenance equipment and machinery.

 2.24 Marshall

A person designated to promote a reasonable pace of play on the course, assisting golfers where required and ensuring that they comply with the established rules.

2.25 Personnel

Set of people employed by the “service provider”.

2.26 Driving range
Designated area where the players practice hiting balls from set locations or/and take golf lessons. The tee positions are often sited in an open-sided building and golfers will normally play from synthetic grass mats but open-air facilities are also quite common.
2.27 Practice green

Green located in or near the practice area where the players practice putting or short golf shots (chips or pitch).

2.28 Promoter

Any person, company, institution, federation, administration, non-managing sports association or authority likely to encourage the development of golfing activity.

NOTE: A promoter may be a consumer motivator when they promote the “service provider” or participate in commercial actions involving possible customers.

2.29 Quality improvement plan

Internal document listing priority actions to be initiated in order to improve the service provision and designed to enable tracking of the actions to be managed.

The quality improvement plan clearly identifies the problem raised, the person in charge of resolving it, the means to be implemented and the target dates for their implementation.

2.30 Rough

Natural areas surrounding the fairways, tees and greens, which may be made up of high grass, shrubs, forest, etc.

2.31 Score card

Prepared card on which a player records his/her scores. It shows the length of each hole, length of each set of 9 holes, total length, ratings including par, stroke index, course ratings (congu, slope, others, etc.) and the local rules.

2.32 Golf service provider
Supplier of golf-related services on a site with a golf course.

NOTE: The concepts of golf course, club, association, company, public authority, etc. have been grouped under the general term of “Service Provider”.

2.33 Starter

Person responsible for ensuring that the players tee off in an orderly way and without delay at their assigned starting time.

2.34 Teeing ground

Prepared area of generally level ground which provides the starting place for the hole to be played.

2.35 Trolleys
Manually operated of mechanically driven equipment prepared for the handling of golf bags.

2.36 Practice area
Designated area where players can practice all facets of their golf game.

NOTE: The practice area usually contains a driving range, a putting green and a chipping/pitching green. 
2.37 Practice-fee

The price paid to use the practice area.

2.38 Putting-green and chipping-green 

Training areas for approaches and putting.

2.39 Bunker

A hazard turned into an arranged hollow area, the soil of which is replaced by sand, grass or similar staff.
R&A definition
2.40 Ball dispenser

A machine which dispenses golf balls for use on the practice area or driving range
3.-Facilities and equipment

3.1.1 Practice and Training Area TO BE ANALISE AFTER GERMAN CLASIFICATION
The “service provider” should provide a practice area with these recommendations:

· Two possible sizes of driving range: 300 meters is optimum and if the choice is 250 meters it is recommended to provide a net for safety. – better to state that the driving range should be designed to allow a full range of golf shots to be practiced safely rather than dictate sizes

· Driving range should normally have a covered teeing area (minimum of 10 spots) – is this always required

· A practice putting-green which closely matches the condition and playing characterics of the greens on the golf course 

· A well-equipped practice area with distance signs that allow the golfer to evaluate the precision and the length of his shots,

· A ball dispenser with a sufficient quantity of golf balls for use during the opening hours, showing the minimum number of balls per bucket and not far from the DR area

· A training bunker,

· An approach zone (one pitching-green and/or chipping-green).

· Toilets are recommended near the practice area

· The ball collector vehicle must be properly equipped to ensure the safety and security of the employee

3.1.2 Golf Academy

Golf training facility run by golf teachers that shall prove their qualification in accordance with the national legislation. 

3.1.3Golf Professional

A person that has proven their qualification in accordance with the national legislation. 

3.2 The Course

The company offers at least one 9-hole golf course certified by the national authority.

9 holes with a minimum of 2500 meters. – Not necessary to be this long surely?
For an 18 holes a minimum distance of 5000 meters is required

3.3 The schedule of maintenance machinery and housing “safety programs and environmental issues” has to be developed according to the laws and regulations of the country. 
3.3.1 Course maintenance during the high season

Our target is not to impose restrictive criteria. In fact certain criteria are not the responsibility of the enterprise and will require considerable efforts, the economic challenge of which is not justified. This document defines minimum requirements.

The criteria adopted for maintenance have been chosen to make the staff working on a golf course aware of the follow up and improvement of such criteria. The enterprise evaluates these criteria, notices the differences, fixes the necessary improvement plans to be as represented in this document and with respect to possible extra commitments.

Recommendations and requirements could be modulated according to weather conditions.

Before any start, a manager from the enterprise should go on the course and examine any irregularity in order for him to interfere on time and decide any improvement or correction.

3.3.1.1. The Greens 

The minimum speed (calculated with the Stimp meter) shall be higher than 1, 60 m.

The greens present a homogenous rolling quality, colour and regularity and hold the line during play. On the competition days, the greens should be mown early in the morning. During the growing period, it is recommended that the greens are mown at least once every two days. 
3.3.1.2 The Bunkers

The bunkers should be kept clean, which means the weeds or any refuse (stones, branches, leaves, etc) should be eliminated at least once per week.

The bunkers should be raked at least twice per week. There should be enough rakes so that golfers can rake them when needed.

 On the competition days, the bunkers should be raked and a depth of at least 5cms of sand provided through the entire area of the bunker.

3.3.1.3 The Roughs

The roughs should be mown so that a regular level is maintained according to their location, density, the design of the architect, the required difficulty level and consistency.

The semi-rough should be mown so that the ball can be easily found. The roughs should be easily distinguished from the fairways. 
3.3.1.4The Fairways and Green Approaches
The Fairways and Green Approaches should present a homogenous rolling quality, colour and regularity.

It is recommended during the growing period that the Green Approaches and Fairways should be mown at least twice per week.

3.3.1.5 The flags

The flags should be in good shape, the poles and pennants neither cut nor broken. The are should be changed according to the usage frequency.

NB. It is recommended during the high season to change the holes three times per week and more if necessary.

3.3.1.6 The Tees

Their surface should be flat, horizontal, grassed and mown and sufficiently smooth to place the tee.

The landmarks which characterize the teeing areas should be clean, well placed and perpendicular to the line of the game of the 1st shot of the played hole.

3.3.1.7The distance marks

They should be in good shape, visible and placed at the accurate distance.

3.3.1.8The marking

The demarcation stakes related to the off limits, the lakes and the repair zones should be clean, visible and in good shape as well as all other playing area delimitations.

3.3.1.9 The plantations

Young plantations are staked to preserve them and allow the golfer to pick up his ball without penalty.

3.4Low season maintenance

Requirements related to course maintenance are applied with less control quality during the low season, if needed.

3.5 The course, its machinery and equipment

Specific machinery should be used for the different playing zones of each course. For example, an 18-hole course must have:

3.5.1 Mowing 

· the greens : 3 machines,

· the tees and front greens : 3 machines,

· the fairways : 1 machine,

· The roughs: 1 machine.

I would be very carefull with minimumlists of equipment. Make this a recommendation. 

3.5.2 Treatment and maintenance

· coring of the greens : 1 machine,

· coring of the fairways and the tees : 1 machine,

· Technical operations on the greens: 1 sprayer, one sand machine, one fertilizer spreader.

· Technical operations on the fairway: one muck spreader.

3.5.3 Accessories for Miscellaneous operations

· Bunker preparation : 1 machine,

· Tractors and accessories : 2 machines,

· Sod Cutter : 1 machine,

· 2 slash cutters,

· 1 chain saw,

· 1 hedge trimmer,

· 1 air compressor,

· 1 grinding machine operator,

· 1 rake per bunker,

· 1 digging tool for the holes (hole cutter),

· Ball washers (18 machines).

I would leave this kind of detail out of this list. 
A maintenance and upkeep plan must be designed, validated and regularly updated by the management.

NB: See annex A for the equipments necessary to the golf course with 9, 27 and 36 holes.

3.6 Golf course signposting

This is not the concern of tourist companies only. All companies which welcome new players, people invited by common players and sponsors are also interested in providing easy access indications to them in a way to offer a high quality product.

The entrance to the golf club as well as its name has to be clear enough from the public road which leads to the club House and in both directions.

Regarding the signposting on public roads, the enterprise should discuss with the concerned authorities on a regular basis (municipalities, Communes, etc) in order to obtain a good marking on neighbour roads (exits, national roads, local roads).

3.6.1 Local signposting

The customer could be easily directed wherever he is inside the course:

· The reception and the different infrastructures of the enterprise are easily localized.

· Indications on the golf course allow the customer to find out easily the next hole to play. The distances shown on the practice area and on the documents handed over to the customer are coherent and as represented in reality.

The identification of the holes becomes compulsory whenever we deal with more golf courses (3 times or 4 times 9 holes).

3.7 Installations and welcome facilities

The enterprise provides during the opening hours a club House including:

3.7.1 A Bar/Restaurant which serves

· Cold and hot drinks,

· Quickly served food or menus available during opening hours. Some clubs have limited opening hours of the kitchen for obvious reasons. 
3.7.2 A reception to welcome the customers and provide

· hiring of clubs suitable for all players (men, ladies, juniors; right-handed, left-handed),

· hiring of trolleys and/or e-trolleys and buggies,

· Selling of golf extras (balls, tees, pitch markers, gloves, umbrellas, hats, etc).

Provide toilets for men and ladies on the golf course and in a place far from the Club House.
Be careful with this: could be difficult to realise due to restrictions and not wishable due to mis-use by third parties. 
Provide dustbins and benches in sufficient numbers on the tees and on the training areas.
4. - Services

4.1 General information 

4.1.1 Responsibilities

Management shall appoint one or several persons who, without prejudice to their other duties, will be responsible of ensuring that information provided by every Golf Course section corresponds to provable realities and can be clearly understood by all those concerned.
4.1.2 General requirements

Management shall set up an information managerial system, in order to establish what kind of information shall be provided, who is meant to receive it (external or internal information) and the channels through which it will be transmitted. The frequency of the elaboration and transmission of information shall also be established.

The information managerial system shall cover at least the following aspects:

· Staff provision, in accordance with the Golf Course’s capacity and the users’ demands.

· Definition of functions or regular tasks for every post and shift.

· Basic instructions for the task, whenever the lack of specific training could affect service quality.

Management shall locate an accessible spot, duly identified as the Information Centre and bearing appropriate signposting. The user shall find there information regarding all the available services and facilities, as well as information related to the surroundings and to other services not provided by the Golf Course, such as accesses, transport, routes, opening hours, tourist offer etc. 

The existence of a separate Information Bureau independent of other Golf Course services will be positively valued.

The course designer’s name shall appear in the Golf Course Information Centre, in the web site and in publications such as stroke savers, competition calendars, booklets, etc.

The Golf Course’s details (telephone and fax number, web site, etc.) shall also be provided.

An information telephone operating during information service opening hours is considered essential. 

Management shall inform the users about the basic standards to be observed when making use of Golf Course facilities. This information may be given through different means and shall also appear in the booklet describing the facilities.

Copies of the rules of golf shall be made available to the players and also the handicap system.

The staff standardally dealing with the users shall know both the general information about the Golf Course, such as services, opening hours, etc., and the specific information about the course. Management shall establish the necessary mechanisms in order to ensure that the staff receives this information.

All staff members working outdoors or on the course shall have the appropriate communication devices to send and receive instructions and information.

The managerial system shall specify which work posts require communication devices.

The Golf Course personnel shall observe the courtesy standards, adopt a correct posture and attitude when addressing the users, present a good appearance, wear uniform and refrain from smoking in public areas.

All staff members having contact with the users shall wear an identification tag with their name.

Information about the Golf Course’s characteristics and about the services available to the users in the area shall be included in the staff training programs. This applies to newcomers as well as to continuous training programs.

The personnel working at the Information Centre shall be instructed on the following matters:

· User service and treatment. 

· Environmental policy.

· Quality policy.

· Languages, in accordance with the regular users’ main nationalities.

· Dealing with suggestions and complaints.

All signposting and information elements shall be well maintained and easy to read. The symbols shall be easy to understand and similar throughout the Golf Course, preferably standardized.

The posters, notices and information signs shall preferably be placed at an appropriate height for persons using wheelchairs. In addition to the country’s official language, they may be available in the regular users’ home languages. 

The Golf Course shall have a collecting point for lost items bearing appropriate signposting.

4.1.3 Permanent information

The Golf Course’s publicity or promotional information shall adjust to provable facts in order to ensure its reliability. It shall provide at least the following data:

· Type of Golf Course: private, commercial or mixed. Or at least a mention of the possibility of purchasing green fees.

· Number of holes.

· Course rating, par and stroke index.

· Length of course from the different tees.

· Course designer and inauguration day.
· Practice areas. 

· Address and accessing

· Opening hours.

· The Golf Course’s contacting details.

· Events and golf services.
· Reciprocal agreements with other golf courses.

· Information on the area’s tourist, and accommodation and transportation offer
· Detailed price list, according to seasons, weekdays or holidays.

· Golf lessons / golf school.

· Clubs, golf carts, electric or pull trolleys rental. 

· Restaurant / bar.

· Instructions on allowed footwear and also dress code.
· Complementary offer (club storage, pro shop, etc.).

If these services are provided or supervised by the Golf Course, precise information shall be given. If a third party provides them without Golf Course supervision, this circumstance shall be clearly stated. 

Management shall avail itself of maps or booklets providing general information about the Golf Course and the location of its main facilities. These maps or booklets shall be available to the users who shall find them easy to understand.

On Golf Course accesses, whenever management is uncertain, as in crossroads, management shall provide the correct signposts. This applies only if the administration fails to do so and allows the Golf Course to put up signs on the roads.

· Management shall avail itself of posters, signs, notices or any other method to inform the users on the following matters:

· Opening hours and prices in points of sale.

· Location of the different facilities.

· Closed facilities (due to maintenance, cleaning, works, etc.). For course information, a bulletin Board with the course map would be preferable.

· Information on services included in the green fee as well as on other services available in the points of sale.

In all complementary services charged by the Golf Course, the type of service and the respective price shall be clearly shown.

If the course has been officially rated, the original rating certificate shall be at the users’ disposal in the Golf Course offices or in the Information Centre.

4.1.4 Occasional information
Management shall inform the users about the storm warning system and how to proceed under bad weather conditions.

Golf Course staff working in contact with the users shall be informed through the appropriate communication devices of any emergency warning.
In case the golf course organizes championships, management shall communicate to the sponsor championship, the intern specification. Management of the golf course shall inform in advance to the user about the championships plan.   
4.1.5 Course information

The maintenance manager of the golf course shall make a report on the state of the course providing at least the following information:

· The scheduled works calendar.

· Information on course conditions, particularly the greens, pointing out the circumstances affecting play due to regular maintenance works such as aeration, verticutting, topdressing, overseeding etc. or to extraordinary works and accidental situations.

· Daily weather forecast. 

The report on the state of the course shall be updated whenever course conditions are substantially modified. It shall be available to the users. The possibility of obtaining this information through a web site shall be positively valued.

4.1.6 Internal communication

Management shall set up an internal communication system in order to ensure that all staff members working in contact with the users are informed of the situation of Golf Course facilities, which includes information on the state of the course.
Moreover, the system shall ensure that the staff knows or has the means of knowing any other circumstance that could be of interest to the users, such as competitions, restricted use of certain facilities, etc.

4.1.7 Control mechanisms

The Quality System shall include an internal supervising mechanism aimed at ensuring that the established requirements are met. The resulting conclusions shall be duly registered.

As a part or the supervising process, Golf Course facilities shall be visited periodically in order to verify the availability and the updating of the information provided.

In addition to internal supervision, questions related to Golf Course information shall be included in the questionnaires evaluating the users’ satisfaction, in order to evaluate the accuracy and credibility of the aforesaid information.
4.2 Golf academy 
The Golf course shall offer golf academy services.

The number of teachers shall be sufficient to guarantee teaching levels required by the users.

The teachers shall prove their qualification in accordance with the national legislation. 

Children programs shall also require some knowledge of child pedagogy.

The golf academy shall have different teaching programs and the necessary facilities for developing them.

The teachers shall make sure that all their pupils allowed on the course know the rules in force and behave accordingly.

During lessons, permanent communication and coordination with the management shall be ensured, mainly in safety matters. The communication and coordination mechanism shall be duly formalised.

Management shall define and, if necessary document, the cleaning programme for the teaching facilities, establishing its frequency and appointing the persons in charge.
4.3 Front desk service provision (communication of facilities, web, on-line reservations, etc.) 
4.3.1 Sales and bookings

4.3.1.1 Responsibilities

Management shall appoint one or several persons who, without prejudice to their other duties, will be responsible of managing the Golf Course’s sales and bookings in the most convenient and effective way.

Management shall set up a formalised sales and bookings managerial system combining the users’ demands with the Golf Course’s capacity and its economical objectives, in such a way that service quality is ensured.

4.3.1.2 General requirements

The sales and bookings managerial system shall cover at least the following aspects:

· Staff provision, in accordance with the Golf Course’s capacity and the users’ demands.

· Definition of functions or regular tasks for every post and shift.

· Basic instructions for the task, whenever the lack of specific training could affect service quality.
The personnel appointed to this service shall be trained and qualified for the task. In addition to specific training and qualifications, namely on the subjects of golf, sales and bookings and Golf Course characteristics, they shall be instructed on the following matters:

· User service and treatment.

· Environmental policy.

· Quality policy.

· Complementary services.

· Languages, in accordance with the regular users’ main nationalities.

· Dealing with suggestions and complaints.

Golf Course employees shall observe the courtesy standards, adopt a correct posture and attitude when addressing the users, present a good appearance, wear uniform and refrain from smoking in public areas.

All staff members having contact with the users shall wear an identification tag with their name.

The sales and bookings personnel, when answering the telephone, must introduce themselves using the Golf Course’s established formula.

Management shall favour, as far as possible, a personal treatment policy towards the users.

Management shall be informed of weather conditions in order to foresee bad weather problems.

In case of bad weather, the measures to adopt and the decision making responsibilities shall be clearly specified.

Management shall define the number of starting times available in accordance with course capacity, which will be conditioned by various circumstances throughout the year such as daylight hours, early morning frost, etc. Sufficient time shall be allowed between starts to prevent course saturation. The time required by regular maintenance work shall also be taken into consideration.

The sales and bookings managerial system shall inform the Golf Course’s different organizational units of the expected affluence of users, thus enabling them to plan their services accordingly.

4.3.1.3 Sales and bookings management 

Management shall inform the users about the green fees, the starting times reservation system ad the other available sports facilities. 

The users shall have at their disposal a well defined and documented price list that shall include the different kinds of fees according to the Golf Course’s operating system (, green fees, certificate, etc. ) and also the special rates applicable under certain conditions, such as groups, etc.

Management is obliged to inform the users about the services included in the green fee, such as insurances, free access to practice areas, golf carts, taxes, etc.

In the event of special group rates, when specific services different from the Golf Course’s regular offer have been agreed with the client (agency, firm, association, etc.), the agreement shall be duly formalised through the corresponding commercial document, which shall be shown to the final user should any objection or complaint arise.

Management shall set up an efficient and transparent starting times reservation system, operating during the established opening hours.

It will be positively valued that the sale of green fees shall open 30 minutes before the start of play on the course. In any case, management shall ensure that it opens in time to give proper service to the early starts. 

The bookings and confirmations requests shall be attended to promptly and effectively. The management shall have sufficient technical means, preferably computerised, for that purpose.

The bookings service must try to identify those persons who have already made reservations in previous occasions. This shall require the existence of a users file, preferably computerised. The system must ensure that no unauthorized person has access to this file.

Reservations shall be accepted within the limits of the Golf Course’s maximum capacity established by management.

Every reservation shall be duly registered, itemizing the user or the organizing entity’s name, federative license,  the starting time, a contact telephone, e-mail address or fax and also the applicable rate and the payment method, whenever this information is available.

If the user makes any additional request, it shall also be registered and, if possible, attended to. The user shall receive immediate confirmation of his reservation. If management has established any specific cancellation policy, the user shall be informed when booking or through other means such as the Golf Course’s web site, etc.

If management is forced to make any reservation changes, the user shall be immediately informed. The changes shall be justified and documented.

The bookings managerial system shall provide instructions on reservation guarantees (advance payment, credit cards, etc.) and on how to deal with special cases such as groups, tournaments, denied reservations, waiting lists, cancellations etc.

In order to coordinate the different departments, the person in charge of this service shall keep them informed of the expected amount of users.

On the user’s arrival and within the established opening hours, the reception formalities shall be dealt promptly and efficiently.

Scorecards shall be provided to the players.

The scorecards shall contain at least the following information:

a) Length of each hole from the different tees

b) Par and stroke index of each hole.

c) Course map.

d) Local rules.
e) Golf course valuation. 
Moreover, maps or booklets describing Golf Course facilities shall be available to the public in the reception area.

4.3.1.4 Control mechanisms

The quality system shall set up an internal supervising mechanism aimed at ensuring that the established requirements are met. The resulting conclusions shall be duly documented and registered.

As a part of the supervising process, Golf Course facilities shall be visited periodically  in order to verify that the established requirements regarding the sales and bookings managerial system are met.

In addition to internal supervision, questions related to the sales and bookings managerial system shall be included in the questionnaires evaluating the users’ satisfaction, in order to evaluate the users’ opinion of this service.
4.4 Golf shop 

4.4.1 Sale and rental of equipment

It will be positively valued that the equipment sales and rental facilities shall open 30 minutes before the start of play. In any case, management will ensure that they open in time to give proper service to the first starts.

The staff appointed to this service shall inform the players, if asked, of the existing stock and the various options available.

The stock shall be documented in an inventory.

Equipment for hire shall be well maintained and in working order. Faulty material shall be removed for repair or replacement.

The staff appointed to this service shall be familiar with the equipment and prepared to advise the user if asked. In any case, they shall be helpful and able to inform the user about the Golf Course and its various services.

When hiring equipment, the user shall be requested to fill up a form with his personal details (name, address, passport number etc.) for internal control reasons.

The registration of other statistical data with a view to providing a better service shall be positively valued.

The premises where this service is provided shall be accessible to wheelchairs and to persons unable to use stairs. If access ramps or a similar arrangement cannot be set up, a door bell should at least be installed at a convenient height for persons using wheelchairs.

Management shall define and, if necessary document, the cleaning programme for the premises, establishing its frequency and appointing the persons in charge.

4.4.2 Golf carts rental

Management shall establish a policy on the use of golf carts during play.
There shall be at least enough carts available to cover all the expected demand in the more heavily booked periods.

The type of cart should be adapted to course topography.

The less noisy electric carts shall be positively valued, and so will the fact of owning an homogeneous fleet.

Golf carts must be easy to handle and equipped with bag supports and wind and rain shields.

Additional equipment such as icebox, GPS, communication systems with other services or equipment cleaning devices will be positively valued.

The carts shall be clearly identified enabling the players to recognize from a distance those used by the game controllers, the course maintenance employees or by persons with impaired mobility.

The existence of this service shall be mentioned in the Golf Course’s promotional information. In addition, the players shall be informed about the rules in force for the use of golf carts (proper routes, car paths, operating instructions etc.) at the Information Centre or at the delivery point.

The golf carts shall have signs or notices with the following information:

· driving and operating instructions.

· Usage recommendations for optimum performance, as well as prohibitions and usage restrictions. 

Golf carts for rental shall be clean, well maintained and in working order. Faulty carts shall be removed for repair or replacement.

A golf carts maintenance program shall be set up, establishing the dates and frequency of the overhauls, the resulting repairs and the persons appointed to the task.

The aforesaid overhauls shall be duly registered.

Management shall define and, if necessary document, the cleaning programme for golf carts and their facilities, establishing its frequency and appointing the persons in charge.

The staff working in the rental service shall know how to operate the carts and shall be prepared to advise the user if asked. In any case, they shall be helpful and able to inform the users about the Golf Course and its various services. 

The car paths shall be signalled by signposts and, if necessary, fenced.

4.4.3 Bag storage area

It will be positively valued that the bag storage room shall open 30 minutes before the start of play. In any case, management shall ensure that it opens in time to give proper service to the first starts. 

The existence of this service shall be mentioned in the Golf Course’s promotional information. In addition, the users shall be informed about its operating system (personal deposits, lockers for hire, use regulations etc.) at the Information Centre or on the spot

If electric trolleys are available, the battery charging facilities must be well maintained and the safety standards respected.

The bag storage area shall be conveniently located in the proximity of the first tee.

To ensure proper care of the stored equipment an effective identification system shall be devised.

Hired equipment shall be inspected when returned by the user.

The staff shall have clear instructions regarding the storage procedure and the safety standards.

Management shall define and, if necessary document, the cleaning programme for   the bag storage area, establishing its frequency and appointing the persons in charge.

The staff appointed to this service shall inspect periodically the storage area in order to ensure that the established order, cleanliness, and safety requisites are met.

Running water and equipment cleaning devices shall be available in the bag storage area. At least one air operated shoe and trolley cleaner shall be available to the players.
4.5 Locker rooms 

The locker rooms shall open 30 minutes before the start of play and shall stay open until at least 30 minutes after the end of play.

The locker rooms shall be shown in the Golf Course maps and shall bear appropriate signposting.

The locker rooms shall have the appropriate size and layout for comfortable use.

The locker rooms shall have lockers for hire and/or assigned to the clients. They shall be well provided of benches and racks . A shoe cleaning area with sufficient shoe racks shall also be arranged.
The locker rooms shall have sufficient showers, washbasins and toilets for the number of users expected in high season. Clean towels, hair driers and toiletries shall be provided.

The locker rooms shall be kept clean and well provided of toiletries. To that avail, the cleaning programme shall include as a minimum the following tasks:

· Deep cleaning, including disinfection, once a day, preferably before opening hours.

· Light cleaning, including toiletries replacement, as often as needed, in accordance to the number of users. As a general rule, twice (morning and afternoon) in low season and four times in high season.
The locker rooms cleaning routine shall be well known by all the cleaning personnel. After cleaning, the worker in charge shall note down in a sheet or card visible to the public the date, hour and task performed.
4.6 Club house services

4.6.1 Catering 

This Standard refers exclusively to the food and drink served by the Golf Course to the players at sports time. Other food and drink catering services provided by the Golf Course are excluded from this Standard, even though the players may make use of them.

Management shall determine the maximum capacity of the rooms or the area assigned to the public for food and drink catering. This fact shall be announced in a visible spot at the entrance of the catering facilities.

The wearing of appropriate uniforms by the catering service staff shall be positively valued.

The catering service facilities shall be designed and equipped with the aim of favouring perfect cleanliness, temperature and ventilation in order to ensure hygiene while preparing, preserving and consuming the food.

The aforesaid facilities shall be in perfect cleanliness, temperature and ventilation conditions, in compliance with the hygiene and safety regulations in force.

The working methods adopted in this service shall ensure hygiene while preparing, preserving and consuming the food. This applies to the workers’ attire and cleanliness as well as to the food manipulation practices.

The workers assigned to manipulate food must comply with the health regulations in forceconcerning their professional qualifications as well as the food manipulation practices.

The person or persons in charge of the catering service shall establish and, if necessary document, instructions aimed at ensuring regular ad adequate working methods.

The catering area assigned to the public shall be clean at opening time and remain so during service.

In order to guarantee proper hygiene, duly documented cleaning routines shall be established for the facilities and for the equipment in contact with food.

With regard to terraces or other outdoor catering facilities, they shall be cleaned according to use and to weather conditions. Nevertheless, waste baskets or containers for leftovers, wrappings, cans, etc, shall be provided.

The staff in charge of the terraces shall clean the tables once these are free.

The person in charge of the catering service shall be permanently informed about the expected affluence of users, in order to foresee the staff requirements and the food and drink supply.

The person in charge of the catering service shall make sure that all the products offered in the various catering areas are in stock. Moreover, the stock shall be sufficient to face an exceptionally busy day.

With respect to the smokers/non smokers policy, management shall follow the legislation in force in the respective country. If no official regulation exists, separate smoker areas shall be set up.

Catering facilities overlooking the course will be positively valued.

4.6.2 
Cafeteria

The Golf Course shall have a bar providing drinks (coffee, tea, soft drinks), sandwiches and the like.

It will be positively valued that this service shall open 30 minutes before the start of play. In any case, management will ensure that it opens in time to give proper service to the first starts.

In the morning light breakfast shall be provided.

The bar shall be independent of other catering options in order to ensure quick service.

A buggy bar in operation for at least four hours, around the central part of the day, will be positively valued.

The bar service shall be quick, sparing the users unnecessary waiting.

The bar shall provide good quality products and enough variety to satisfy the users’ demands.

The staff shall clear and clean the bar and the tables for the next user as soon as they are free.

A bar with a view of the first tee will be positively valued.

4.6.3 Restaurant

The Golf Course shall have a restaurant offering a menu or a self service.

It will be positively valued that the restaurant shall be open for at least four hours.

The opening hours shall be established by the person in charge of the catering service.

Service shall be quick. Efforts shall be made to prevent queuing in the self service or long waits for ordered food.

The food supply shall correspond to the expected affluence of users and shall consist of good quality products.

The offer shall vary. Different products and preparations shall be introduced in the menu, in order not to offer the same choice on consecutive days. The same applies to the self service.

In addition to the regular offer, the restaurant shall be prepared to serve grilled or boiled food on request.

The offering of local specialties will be positively valued. 

If any of the offered products is not available, the user shall be promptly informed.

The staff shall clear and clean the tables for the next user as soon as they are free.

4.7 On course services (toilets, caddies, internal signs…

4.7.1 Responsibilities

4.7.1.1 Golf Course-managed services 

Management shall appoint one or several persons who, without prejudice to their other duties, will be responsible of ensuring that the auxiliary services are oriented to the user’s satisfaction and comply with the present Standard’s requirements.

Management shall set up a formalised auxiliary services managerial system. This system shall define the staff requirements regarding number and qualification for every service, and the dependence and communication lines between the heads of service and the management.

4.7.1.2 Subcontracted services
Management shall appoint one or several persons who, without prejudice to their other duties, shall supervise that the auxiliary services contractors comply with the sub contractual terms and follow the present Standard’s requirements.

4.7.1.3 Independent services

Management shall appoint one or several persons who, without prejudice to their other duties, shall strive to establish the necessary coordination with the persons in charge of the aforesaid services, in order to safeguard the Golf Course’s overall quality through the compliance with the present Standard’s requirements.

Management shall provide the persons in charge of the auxiliary services with a copy of the parts of the present standard concerning them, in order to inform them and to obtain their agreement to comply with its requirements.

4.7.2 General requirements

Management shall evaluate, before contracting and thereafter periodically, the subcontractors’ and the independent services’ commitment to service quality.

Management shall inform the subcontractors and the persons in charge of the independent services about any complaint from the users related to the services provided by them. They shall also be informed about suggestions for improvement put forward in the quality evaluation questionnaires. 
The persons heading, as owners or managers, the different auxiliary services, shall collaborate as far as possible with management in the activities aimed at improving the Golf Course’s overall quality and in settling users’ complaints related to services provided by them.

The auxiliary services managerial system shall cover at least the following aspects:

· Staff provision for the different services, in accordance with the Golf Course’s capacity and the users’ demand.

· Definition of functions, or regular tasks and duties for every post or shift.

· Basic instruction for the provision of service, whenever the lack of it could affect service quality.
The staff appointed to these services must be trained and qualified for the task. In addition to the specific training and qualifications for each particular service, they must be instructed on the following matters:

· User service and treatment.

· Quality policy.

· Environmental policy.

· Other auxiliary services.

· Languages, in accordance with the regular users’ main nationalities.

· Dealing with suggestions and complaints.
Golf Course employees shall observe the courtesy standards, adopt a correct posture and attitude when addressing the users, present a good appearance, be identified and refrain from smoking in public areas.

All staff members having contact with the users shall wear an identification tag with their name.

The auxiliary services shall be located in clean and tidy premises with well maintained furniture and equipment.

The location of the auxiliary services shall bear adequate signposting. Moreover, all services located within Golf Course premises shall be shown in the maps or booklets available to the public.

All the signposting and information elements shall be well maintained and easy to read.

The price lists of the different auxiliary services shall be clearly visible to the public.

It will be positively valued that the auxiliary services are accessible to wheelchairs and to persons unable to use stairs. If the access ramps should lead to a door, enough room shall be allowed for the wheelchair person to open it without help.

The auxiliary services not managed directly by the Golf Course shall have their respective complaint forms available to the users. For Golf Course-managed services, the complaint forms shall be available at the Information Centre or any other convenient spot.

4.7.2.1 Vending machines

Vending machines can be placed inside the buildings or in the golf course reducing the visual impact.
Management shall see to it that the machines are cleaned, the foodstuffs replaced and change supplied. They shall be checked at least once a day at opening time.

4.7.2.2 Parking facilities

In the parking area, besides the fixed signs, commercial clubs must provide information through their staff, posters, notices, booklets or other reliable means, relative to Golf  Course access, parking facilities and opening hours. The users shall also be told where to place their golf bags and where to carry out with the reception formalities.

The parking places for adapted cars shall bear adequate signposting, either signalled on the pavement or by means of the corresponding vertical signal.
They shall be located nearest to the Golf Course entrance. They shall be 3.70 meters wide, in order to allow space for manoeuvring a wheelchair.

The Club management shall define and, if necessary document, the cleaning programme for the parking area, establishing its frequency and appointing the persons in charge.

4.7.2.3 Toilets

The catering service facility shall have independent toilets. Other services located in different parts of the Golf Course premises shall have their own.

The existence of a toilet adapted for persons with impaired mobility in the catering area as well as in other facilities, in compliance with the regulations in force on this matter, will be positively valued. 
All the toilets shall be shown in the Golf Course maps.

They shall bear appropriate signposting. 

The toilets shall be kept clean and well provided of toiletries. To that avail, the cleaning program shall include at least the following tasks:

· Deep cleaning including disinfection once a day, preferably before opening hours.

· Light cleaning including toiletries replacement as often as needed, in accordance with the number of users. As a general rule, twice (morning and afternoon) in low season and four times in high season.
The toilet cleaning routine shall be documented, its frequency established and the persons in charge duly appointed.
It is advised that the cleaning personnel note down in a sheet or card visible to the public the date, hour and task performed. 

The toilets shall remain open until the end of all Golf Course activity.

4.7.3 Control mechanisms

The Quality System shall set up an internal supervising mechanism aimed at ensuring that the established requirements are met. The resulting conclusions shall be duly documented and registered.

As a part of the supervising process, Golf Course-managed auxiliary services shall be periodically inspected and subcontracted services shall be periodically evaluated. As for independent services, periodical meetings shall be held with their respective managers in order to ensure overall service quality.

In addition to internal supervision, questions related to the auxiliary services shall be included in the questionnaires evaluating the users’ satisfaction, in order to evaluate at least the aspects related to facilities and equipment (maintenance, cleanliness etc.) and to personnel (availability, appearance, courtesy, etc.).

5. Management 

5.1
Responsibilities

The Golf Course management shall make sure that the instructions aimed at meeting the established quality standards are followed at all times and in every service. It shall set up the organization deemed necessary for that purpose.

5.2 General requirements

The requirements established in this Standard are related to Golf Course management in a generic way. Being only managerial structures oriented to quality service, they do not establish parameters or values related to Golf Course activity but general criteria on the minimum aspects that shall be covered by Golf Course managerial systems, in order to ensure good quality service. These aspects are considered essential for the obtaining of the Quality Label.

5.3
Golf Course management responsibilities

Management shall explicitly define the Golf Course’s operating system: 
a) Private – only members or holders of some kind of adherence rights.

b) Social or Pay & Play – free access on payment of a green fee.

c) Mixed – green fees combined with the possibility of purchasing adherence rights. 

If adherence rights are offered, the type of adherence (shares, right of use, subscription...) shall also be stated. 

The Golf Course shall have insurance by the national legislation.
Management shall prove its commitment with the development and improvement of the quality managerial system. For this purpose, it shall:

a) Define and document a quality policy in accordance with the organization’s objectives (which shall also be documented) and to the users’ expectations.

b) Persuade the organization of the importance of meeting, not only the users’ requirements, but also the corresponding legal and statutory ones.

c) Ensure the availability of the necessary financial resources.

d) Periodically review the quality managerial system.

The quality policy and its objectives shall be clearly stated, divulged and understood among the Golf Course’s various organizational units.

The quality objectives shall be general and specific, they shall be quantified, temporary, measurable and oriented to the user’s satisfaction. Moreover, they shall be periodically revised.

Management is responsible in a general way of service quality and shallaccordingly set up the necessary managerial structures, in order to ensure that the established quality standards and objectives are met at all times and in every type of service.

Management shall determine and plan the means and actions deemed necessary to meet the quality objectives. The planning shall be documented.

The activities shall be planned annually or for the season, in accordance with the objectives for the following year or season and with Golf Course tradition.Management shall inspect at least once a year the Quality System in order to ensure its performance.

The starting point for the inspection is the assessment of the system’s current performance and the improvement opportunities related to:  

a) Auditing reports.

b) Users’ claims and complaints.

c) Monitoring the quality objectives.

d) Studying conditions detrimental to quality

e) Setting up corrective and preventive actions.

f) Actual performance of the service providing processes.

g) Training plans.

h) Resource allocation.

i) Surveys of the users’ degree of satisfaction.

j) The outcome of previous inspections.

Changes that could affect the quality managerial system.

The outcome of this inspection shall be duly registered including the general and particular conclusions of the information provided.

Management shall appoint a member of the Board as Quality Manager, in order to ensure the observance of the Quality System and of the requirements established in this Standard. The Quality Manager, without prejudice to his other duties, shall have enough authority and independence to:

a) Make sure that the quality managerial system is set up in accordance with this Standard’s requirements.

b) Inform the Direction about the system’s performance, including the aspects in need of improvement.

In case of absence, management shall appoint a person in charge that will assume the responsibility for all Golf Course services to the established extent.

 All the functions assigned to the Director in this Standard shall be taken over by the person in charge in such cases.

 Management shall define and convey their responsibilities to all staff members whose activity affects quality, particularly to those who require freedom and organizational authority to:

a) Identify and register any problem related to service quality.

b) Identify and prevent potential negative quality situations.

c) Control service development under negative conditions until the situation improves.

Management shall set up an internal communication system, in order to ensure that necessary information related to all aspects of Golf Course activity is received and sent at all concerned levels.

This system shall basically deal with:

a) Service performance.

b) The users’ satisfaction or complaints.

c)  The channels trough which Golf Course employees may put forward suggestions for the improvement of service quality.

Management shall set up the appropriate internal mechanisms such as meetings, service reports, control sheets, etc., in order to ensure good coordination between the various service units and, specifically, to settle possible internal conflicts and to attend to the users’ suggestions and complaints.

In addition, the necessary mechanisms that guarantee coordination with outside entities such as local police, Red Cross, Town Halls, sport authorities, golf federations, etc. shall be established.

Management shall establish the basic regulations and recommendations for the use of the course. These standards shall conform with the regulations established by the respective country’s federation, association or union, endowed with this official capacity by the R&A. This information shall be at the user’s disposal.

For EGA countries, the Golf Course Direction shall apply the course rating following USGA procedures. This includes the initial rating and the periodical revisions, as provided by the USGA course rating system. All other countries will rely on their golf authorities to be rated. Records documenting the aforesaid rating shall be kept.

 Management shall inform the rating entity about any alteration of the course layout. The new ratings, if any, shall be duly registered.
5.4 Quality System

Management shall set up a documented and updated Quality System containing at least the following elements:   

a) A quality manual containing the Standard’s main aspects and involving the whole Golf Course organization in the quality policy.

b) Working instructions complementing the manual. These instructions describe the specific tasks directed towards the user’s satisfaction, how to carry them out and by whom, following in doing so the quality standards in all Golf Course services.

c) Quality registers, in order to document how the activities described in the Standard and in the internal work instructions are performed.

Management shall plan the actions designed to ensure that the quality requirements are observed. For that purpose, it shall avail itself of the necessary documents (forms, guides, etc.). This planning basically comprises:

a) Future inspections and verifications.

b) The quality indicators.

c) The persons appointed to carry out the abovementioned activities.

d) The steps to take if the outcome of service is unsatisfactory or if a quality standard is not met.

 Management shall ensure the availability of the information deemed necessary for the staff to work in accordance with the set standards.

Management shall set up the necessary regulations for the management and the control of the Quality System documents. These regulations establish each document’s format and characteristics, such as: title, date, code or reference, etc., the persons appointed for drafting, revising and approving them and the persons who will make use of them.

The documents shall be distributed in a controlled way, by means of lists or acknowledgements of receipt.

If a document is modified, the obsolete edition shall immediately be updated.

The regulations regarding the management of the quality registers shall also be established. These shall include issuance and custody responsibilities.

The quality registers shall be accessible and perfectly legible. It is for management to decide for what length of time each type of register will be kept.

5.5 Human and material resources management

5.5.1 Human resources management

One of the Board members, without prejudice to his other duties, shall take over the Golf Course’s human resources management. 

Moreover, the persons in charge of the following areas or functions shall be appointed:

a) Commercial.

b) Financial / managerial

c) Maintenance.

e) Auxiliary services.

f) Quality / user service

g) Golf teaching / golf school.

h) Competitions Committee.

These functions may be taken over by different persons or may be grouped under one or several persons.

Management shall establish a regular staff or a similar system that covers the Golf Course’s human resources requirements in order to ensure quality under standardal conditions, including the more heavily booked periods. The size of the regular staff will be determined by the Golf Course’s characteristics.

 The regular staff posts shall be identified and the requirements for the persons working in them shall be clearly established (definition of functions). These functions shall include, at least, supervision of service quality, catering to the users’ complaints and suggestions, and those that, being subject to legal requirements, need specific qualifications. 

 The regular staff members shall belong to the Golf Course in a regular basis, otherwise, they shall be instructed in the Golf Course’s working methods.

 In peak season or under exceptional circumstances management may increase Golf Course staff with temporary employees. The hiring of the same permanent seasonal employees under these circumstances will be positively valued.

Management shall determine the employees’ multi-skills requirements. These requirements shall be included in the employees’ files or in similar documents, as they are necessary to ensure that the established service quality standards are maintained in any situation or eventuality. Moreover, these requirements shall also be stated in the posts’ definition of functions.

Management shall ensure that Golf Course employees have the necessary training and qualifications for their assigned tasks, including multi-skill abilities for different posts. The meeting of this requirement shall be certified through the necessary accreditations.

Management shall work out a system designed to identify the employees’ instruction needs relating, at least, to the following aspects: 

a) User service and treatment. Adaptation to the various types of users.
b) Service quality. Quality standards. Quality improvement

c) Technical knowledge.

d) Languages, in accordance with the regular Golf Course users’ main nationalities.

e) Legal requirements for each post.

 The posts’ definition of functions may include instruction requirements. 

Management shall work out a training program containing the instruction deemed necessary to respond to the identified training deficiencies. The frequency of this program shall also be established.

 When hiring new employees or in subcontracting cases, the necessary training period that will favour their adaptation to the post  and their understanding of  the Golf Course’s Quality System shall be foreseen.

 In the event of engaging temporary workers, management shall provide the newcomers with the basic information that will enable them to carry out their tasks in accordance with the established quality objectives.

5.5.2 Material resources management.

Management shall identify the material resources required to carry out standard Golf Course activity, ensuring at all times that the services provided conform to the specific offer’s standards.

In the event of activities requiring specific material resources, their management shall be determined in the respective service standard, considering aspects such as minimal supply per service, quality, characteristics, storage, maintenance, and controls.

5.5.3 External resources management 

Management shall set up a system establishing the requirements to be met by the suppliers and by the service contractors that could affect Golf Course services’ overall quality.

 This system shall also foresee the appropriate response should the suppliers not meet the requirements.

 In the event of subcontracted services, the external resources managerial system shall have the means of verifying the contractors’ ability to provide those services throughout the length of the whole contract.

 When services provided within Golf Course premises are independent of management, their quality standards must be controlled by means of inspections, questionnaires evaluating the users’ satisfaction, and through the users’ complaints. If the standards are found unsatisfactory, the persons in charge shall be informed.

Management shall endeavour to make the persons in charge of the aforesaid services aware of the importance of service quality.

  The managerial system shall provide instructions and criteria in order to ensure that all purchased materials and equipment have been previously tested. The tests shall be documented and registered.

5.6 Commercialization 

Differences in rating shall not alter service quality. Consequently, a special rate shall not imply a lower than usual quality standard. In any case, the quality requirements established in the present Standard shall be met.

All the rates shall be duly documented. These documents shall be shown to the user in case of objection or complaint.

The Direction shall set up a green fees sales managerial system. This system shall also cover all the complementary and auxiliary services deemed necessary, and shall preferably be computerized.

The advertising material for Golf Course promotion shall correspond to the Golf Course’s actual possibilities, in order not to create undue expectations in the users.

5.7 Quality evaluation and monitoring 

Management shall set up and introduce a system through which the users may evaluate service quality by means of questionnaires or semi-structured interviews. All the Golf Course services shall be rated. The staff shall be informed of the ratings obtained.

Management shall avail itself of a quality indicators system in order to obtain information on the evolution of quality standards in the various Golf Course services.

The quality indicators shall be operative in the organization’s main service units.

The Quality System shall include an internal quality auditing mechanism, in order to ensure, amongst other aspects, the compliance with the present Standard’s requirements and criteria.

The auditing method shall be duly documented and the auditors must be qualified and preferably independent of the evaluated unit.

The internal audit requires the previous elaboration of a questionnaire, following a logical sequence and in accordance with the present standard. The self evaluation questionnaire could be this internal audit guide.

The audit results are a managerial tool for management and shall be followed by an improvement plan, aimed at correcting and eliminating the detected shortcomings through effective measures. Quality registering shall include audit reports, improvement plans and the monitoring of the ensuing measures. 

5.8 Negative quality conditions management

Management shall set up and document a system aimed at identifying the conditions that are detrimental to quality, in order to analyse them and to establish the necessary corrective and preventive measures for the preservation or the recuperation of the quality standard.

This system shall provide for at least the following situations in which service quality could fail:

a) Users’ complaints (verbal or written).

b) Crowded facilities, in particular, waiting during play.

c) Complaints about the closure of the course.

d) Poor performance of installations or basic equipment.

e) Service standards falling systematically short of the established minimum.

f) Staff shortage.

In addition, the aforesaid system shall document and register these situations. Special attention shall be paid to the following aspects:

a) Identification. Responsibilities shall be assigned and instructions shall be given for the description of the situation, as well as the date a place or process of its occurrence.

b) Analysis. Responsibilities shall be assigned in order to analyse the causes that originated the situation. The Quality Manager shall get involved.

c) Corrective measures deemed necessary to restore service quality standard. The Quality Manager shall assign the responsibilities and establish the mechanisms for verifying their effectiveness. The adopted measures shall be duly registered.

Management shall set up a system in order to collect and handle the users’ complaints and suggestions. The system shall provide the organization, the persons in charge and the operating method.

The system shall be agile and effective. It shall be accessible to the users, making it easy for them to put forward their complaint. It shall respond without delay, starting at once the necessary actions aimed at recovering the user’s satisfaction.

A preventive system shall be established in order to eliminate the causes of potential conditions detrimental to quality and prevent their apparition. These preventive measures shall be determined after analysing information from quality indicators, system inspections, etc., and after studying those circumstances that repeatedly give rise to specific negative quality conditions.

The preventive measures system shall cover the following aspects:

a) Identification of the processes, products and services potentially detrimental to quality. Data such as place, date etc., deemed necessary to study and resolve each case, shall be included.

b) Analysis of the causes that could be at the origin of the negative situation. The Quality Manager shall be duly informed.

c) Starting of the preventive measures deemed necessary to eliminate the potential causes of negative quality situations. The Quality Manager shall establish mechanisms and assign responsibilities in order to verify their effectiveness. The results of the adopted preventive measures shall be registered.

The negative quality conditions managerial system shall be integrated into the quality improvement plans in such a way that reducing or eliminating these conditions becomes one of the permanent improvement objectives.

5.9 Constant improvement 

Management shall set up a quality improvement program aimed at overall quality and comprising the following actions:

a) Definition of the key problems arising in processes or activities and establishment of a correcting plan.

b) Plan application.

c) Verification of the plan’s effectiveness with the subsequent quality improvement.

d) Consequent modification of the former process or activity. The changes shallt be documented.

All Golf Course employees, whatever their rank or assignment shall be encouraged to take part in this program.

5.10 Safety and risk prevention

Management shall set up a plan in order to guarantee the employees’ health and safety in all aspects related to their work, in accordance with the Legislation on Prevention of Risks at Work. The plan shall include accident preventing measures and an acting order for emergency cases, assigning responsibilities to Golf Course staff (whether permanent or subcontracted). Emergency telephones shall be available.

Accident preventing measures shall cover at least the following aspects:

a) Define the facilities’ maximum capacity.

b) Control the facilities’ keys which should not be available to outsiders

c) Install the necessary fire preventing mechanisms, with clearly visible evacuation routes within the buildings 

d) Easily accessible and permanently clear emergency exits.

e) Instruct Golf Course staff in first aid techniques, emergency plans and emergency evacuations.

f) Provide the Golf Course with all the mechanisms deemed necessary to guarantee safety.All aspects should comply with their national legislation.

Management shall keep the certifications of the inspections carried out in each service unit. These documents constitute material evidence of the observance of the regulations in force concerning the users’ and the employees’ health and safety.

5.11 Environmental management.

Management shall define and document a policy, with temporary and measurable objectives, in order to carry out the environmental management. The environmental policy and its objectives shall cover, at least, the following aspects:

a) Pollution prevention.

b) Efficient use of resources.

c) Waste, spills and fumes management.

d) Reduce course activity’s environmental impact.

e) Create in the users an awareness of the Golf Course and the area’s environmental objectives.

f) Instruct Golf Course staff.

The quality policy and its objectives shall be clearly stated, publicised and understood amongst the Golf Course’s different organisational units.

The established objectives shall conform with the environmental regulation in force.

Management, with the assistance of the persons in charge of the different services, shall make an initial study of the course’s environmental management. The more significant environmental aspects, their associated impact and their subsequent evaluation shall be considered, in order to get to know the Golf Course’s actual situation on environmental matters and to what extent the legal requirements are met. An environmental managerial plan shall be subsequently established.

 The plan shall be periodically checked in order to verify if its measures and objectives are carried out, redefining those that have not been achieved and renewing the successful ones, permanently seeking new challenges for the improvement of environmental management.

Management shall ensure that the means and actions aimed at meeting the environmental objectives are clearly planned and specified. The outcome of this planning shall be duly documented.
GOLF COURSE MAINTENANCE AND ENVIRONMENTAL MANAGEMENT
5.11.1 Responsibilities

Management shall appoint one or several persons who, without prejudice to their other duties, will be responsible of ensuring proper maintenance and a good environmental management.

Management shall set up an environmental managerial system that, taking as a reference the Golf Course’s environmental policy, shall plan the actions, appoint the persons and assign the means deemed necessary to protect the Golf Course’s natural resources.

5.11.2 General requirements

The environmental and maintenance managerial systems shall cover at least the following aspects:

a) Staff provision, in accordance with Golf Course capacity and the users’ demand.

b) Definition of functions, or regular tasks and duties for every post and shift.

c) Basic instructions for the tasks, whenever the lack of specific training could affect service quality.

The maintenance personnel shall be trained and qualified for the task.

In addition to the statutory inspection books required by law for certain elements, management shall have an updated “facilities book” of some kind in order to register inspections and overhauls, their outcome and the subsequent repair works.

Moreover, subcontracted maintenance works shall also be registered.

Management shall set up an effective system enabling any employee to inform the maintenance service of incidents related to any element’s maintenance or working order.

Equipment shall be well maintained. Faulty elements shall be repaired or replaced.

The Head of Maintenance shall establish and, if necessary document in a preventive maintenance plan, the periodical overhaul of whatever equipment he sees fit.

5.11.3 Course maintenance and environmental management   

The course and the practice area shall be clean and well maintained, so shall be the maintenance equipment and machinery.

Every tee shall have a waste basket. If the ladies tee is out of the way, two baskets will be needed.

The waste baskets shall preferably be made of natural materials, painted in quiet colours and placed in unobtrusive spots.

The maintenance program shall be aimed at obtaining similar conditions for the different elements of play throughout the course and on the practice area.

The assignment of the cleaning and maintenance tasks shall be planned and documented. For that purpose, the Direction shall define the tasks, establish their frequency and appoint the persons in charge.

The planning shall be made with a view to the objectives for the next year or season. It shall be revised at least annually.

The areas where maintenance works are developed, not only in golf course but also in the club shall be signposted. 
 The Golf Course employees shall observe the courtesy standards, adopt a correct posture and attitude when addressing the users, present a good appearance, and refrain from smoking in public areas.

 The cleaning and maintenance staff shall wear appropriate attire, including the protective measures established by labour law.
5.11.3.1 Water resources

Should the Golf Course make use of public water resources, it shall have previously obtained the corresponding administrative allowance.

The Golf Course shall manage its water resources in a consequent manner, bearing in mind the course conditions, the water tests and the optimal irrigation amount. 

Management shall evaluate the available water resources and study their predictable evolution. A report shall be made showing the viability of water use and whatever legal limits might be set for irrigation, as well as the measures required to improve water quality and storage.

Water shall be periodically tested, in order to ensure that its components remain within acceptable limits.

Management shall study the volume of water to be used annually, as well as the monthly needs for the different parts of the course. The volume shall be determined by estimates of the water balance, taking into account aspects such as:

a) Weather conditions. Evapotranspiration.

b) Turf needs.

c) Rain gauge in the area.  Underlying water reserves.

d) Water wastage through drainage, runoff and leaching.

The best irrigation water choice shall be studied on parameters such as:

a) The area’s characteristics.

b) Possible supply sources: conventional (running waters and still waters) and non conventional (reclaimed wastewater). 

c) Implanted turf types.

d) Soil- plant- water interrelations.

e) Water storage system. Irrigation system. It is recommend a capacity of 200,000m3 of water.
Water saving measures such as the following will be positively valued:

a) Favouring drought resistant and/or autochthonous varieties.

b) Correct estimate of the amount of irrigation.

c) Measures designed to reduce evapotranspiration, such as watering during the less windy hours, at night-time or at hours other than the warmer hours of the day, if compatible with play.

d) Automatic irrigation systems and weather stations providing readily available weather data.

e) Establishing irrigation priorities in order to differentiate the heavily water dependent areas from those requiring less or no water.

f) Regular checking and maintenance of the irrigation system by skilled workers in order to prevent leaking.

The use of effluent water will be positively valued, always considering the actual legislation in each country. 

Irrigation water salt levels shall be periodically tested, in order to avoid soil disturbance due to excessive salinity.

5.11.3.2 Fertilization

A soil test shall be taken once a year in order to establish an annual fertilization plan. The greens may require more frequent tests.

Turf grass tests complementing the soil tests when establishing the fertilization plan will be positively valued.

Management shall establish an annual fertilization plan covering at least the following aspects:

a) Methods, treatments and their frequency.

b) Fertilization timing.

c) Definition of the areas to be treated.

d) Turf grass identification in order to study its needs.

e) Soil identification.

f) Application rate. Registers of past fertilization practices should provide a good reference with regard to their effectiveness.

g) Any comment or incident that could be of use for future treatments.

The fertilization programme shall be periodically revised in order to adapt it to unexpected weather changes.

The areas surrounding ponds and lakes must be treated with precision techniques.

The non treatment with fertilizers of buffer zones nearby environmentally sensitive areas will be positively valued.

The use of soil amendments (compost of urban residue) and of slow release fertilizers will be positively valued. 
5.11.3.3 Cultivars

The use of autochthonous species for wasteland revegetation and the maintenance of certain parts of the course with their native vegetation will be positively valued.

Native species are advised for course surroundings.

Plague resistant, environmentally adapted species shall be favoured for the course, taking care of not lowering the playing surface quality standards.

Association or federations of each country shall be consulted to avoid the non desirable species.
5.11.3.4 Plague control

Management shall set up an integrated plague control plan covering at least the following aspects:

a) Plagues at present on the course and in past seasons.

b) Course areas liable to specific damage, listed and mapped.
c) Acceptable infestation levels in the different parts of the course. Treatments and cultural practices aimed at keeping these levels under control.

c) Methods, treatments and cultural managerial techniques aimed at preventing pest  and diseases.

d) Action planning, at least annually, preferably combining different methods (chemical products and cultural practices).

e) Correct storage and disposal of phytosanitary chemicals containers. Environmentally responsible machine wash down area. 

f) Updated register of plague activity, actions performed and their outcome, aimed at improving future actions.

Phytosanitary chemicals control, if needed, shall conform to legal instructions and requirements.

Phytosanitary chemicals shall be used as scarcely as possible.

5.11.3.5 Cultural practices

Cultural practices such as core aeration, verticutting etc. shall be compatible with course play and adapted to the seasons.

Management shall set up a calendar for cultural management, specifying the following aspects for the different course elements (tees, greens, fairways, roughs etc.):

a) Cultural techniques to be applied.

b) Frequency and estimate dates of application.

The correct mowing height shall be maintained in order to favour turf grass growth, as it encourages development of the root system and reduces the activity of unwanted species when combined with a well balanced fertilization.

5.11.3.6 Storage and equipment maintenance

The storage and equipment maintenance facilities shall include at least the following elements:

a) Machinery storage area, set apart from the tools and implements storage area.

b) Machinery wash down and maintenance area shall be independent of the mix area. 

c) Correct wastewater drainage system.

d) Fire prevention system, in accordance with the regulations in force.

The storage and equipment maintenance facilities shall remain locked and must bear appropriate signposting.
The chemicals storage area shall be set apart and bear clear signposting, with a warning on the restrictions imposed on this type of products. Unauthorized persons shall not be allowed in this area.

The chemical storage area shall have at least the following fixtures:

a) Good lighting and ventilation.

b) Clean tap water for washing in case of emergency.

c) Impermeable and acid resistant floors.

d) Any other requirements established by legal regulations.

e) Location of the collection area of possible spillage.

Chemical storage instructions shall be established by the Direction.

Stored chemicals shall be registered and controlled.

Management shall define and, if necessary document, the cleaning program for course equipment and machinery, establishing its frequency and appointing the persons in charge.

5.11.3.7 Waste disposal

Waste generating processes shall be detected. Waste shall be classified according to the following categories:

a) Urban (paper, food leftovers...)

b) Gardening (grass clippings, leaves, tree trimmings...)

c) Non dangerous (regular containers)

d) Dangerous (oils, chemical containers...)

Management shall quantify the annual amount of solid waste and of dangerous waste generated.

Mangement shall define a waste disposal policy. Dangerous waste shall be disposed of according to legal regulations.

Waste shall be adequately stored by categories. Dangerous waste shall be registered until removed by authorized agents.

Dangerous waste removal registers shall be kept.

The setting up of a composting site will be positively valued.

5.11.3.8 Energy efficiency

The Golf Course’s overall energetic consumption shall be quantified. The annual fuel, oils, greases and hydraulic fluids usage shall be specified.

Energy saving measures such as renewable energy, electric night rates, etc. will be positively valued.

5.11.3.9 Nature and landscape preservation

The study and inventory of the Golf Course native flora and wildlife exposed cartographically to the public will be positively valued.

Management shall find out the existence of legally protected species or habitat, in which case the impact of Golf Course activity should be studied and compatible solutions found.

The playing areas subject to intense activity shall be defined, measured and compared to those left in their natural state.

Buffer zones shall be set up around sensitive areas in order to minimize Golf Course impact.

The existing habitat shall be manage directly (prune, protection of the scrubland, etc.) controlling the changes observed in native flora and in wildlife population, and in the case of lakes, local or endangered species shall be introduced always following the recommendations of the technical expert and the laws of each country.

5.11.3.10 Environmental awareness

Management shall inform the users about its environmental commitment and its performance in this matter through appropriate means: Golf Course bulletin boards, Golf Course publications, booklets etc.

Lectures on environmental matters or any other activity aimed at increasing environmental awareness will be positively valued.

5.11.4 Emergency and fire safety systems maintenance

Emergency and fire safety systems shall be periodically checked, in accordance with the installer or a specialized professional’s instructions.

Moreover, all legal inspections and revisions shall be carried out.

The regular fire extinguishing elements such as smoke detectors, alarms, extinguishers, fire hoses etc. shall be duly signalled and shall conform to the regulations in force.

The emergency exits of the complementary and auxiliary services facilities shall be duly signalled.

Emergency doors shall be kept clear.

5.11.5 General Golf Course equipment maintenance

This heading refers to equipment, appliances, furniture and ornaments existing in the Golf Course’s common areas, such as club house, parking area, paths etc.  

The Head of Maintenance shall establish and, if needs be, document in a preventive maintenance plan the periodical revision of general equipment elements.

5.11.6 Control mechanisms 

The Quality System shall set up an internal supervising mechanism aimed at ensuring that the established requirements are met. The resulting conclusions shall be duly documented and registered.

As a part of the supervising process, installations shall be periodically visited, Golf Course-managed works shall be inspected and subcontracted works shall be evaluated. As for independent services, periodical meetings shall be held with their respective managers in order to ensure services’ overall quality.

In addition to internal supervision, questions related to maintenance and environmental management shall be included in the questionnaires evaluating the users’ satisfaction.
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