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SCOTTISH GOLF SCOTTISH LADIES’
UNION GOLFING ASSOCIATION




Insert club logo here
VISITOR SATISFACTION SURVEY (VSS)

Dear Golfer
Thank You for your recent visit to (name of golf club). We are constantly striving to further improve our facilities and service levels. To this end, we would be most grateful if you could take a few moments to complete the survey below which will allow us to measure our performance and take appropriate action where necessary. Thank you in advance for your support.

Name:                                         
__________________________________ (optional)

E-mail:                                         
__________________________________ (optional)

Where do you live?

__________________________________ 

Please tick this box if you DO NOT wish to receive information via e-mail regarding developments and special offers at (name of golf club). Under no circumstances will your data be shared with any third party 
1. Which of the following best describes the reason for your recent visit to (name of golf club)?
A game with friends

A Member’s Guest

A weekend golf break

An Open competition

A Corporate golf day

A society outing

Part of a longer holiday/tour where golf is the main purpose of our visit

Part of a longer holiday/tour where golf is not the main purpose of our visit

Other



please specify: _____________________________________

2. Booking process
Which of the following best describes how you (or your fellow golfer) booked your game of golf at (name of golf club)?

Telephone

On line through the club’s web site

On line through a third party web site

Through a Tour Operator

The golf was booked by the corporate golf day organiser

The golf was booked by the society outing organiser

Other

If Other, please specify: _______________________

Were you were the corporate golf day/society outing organiser: 
Yes:

No:
(if no, skip next 2 questions)
Did you utilise any form of discount voucher/special offer?
Yes:

No: 

Did you utilise overnight accommodation?


Yes:

No: 

3. Hire Equipment

Did you require hire equipment for your visit?


Yes:

No:

What items did you need? _____________________________________________________
If yes, was it available for you? 




Yes:

No:
If no, is this something we can improve on? 


Yes:

No:



Please circle the appropriate score for each question. In each case, 10 represents excellent/strongly agree and 1 represents very poor/strongly disagree.

4. The Golf Course





Excellent


Very Poor
Condition of Tees:





10    9    8    7    6    5    4    3    2    1
Condition of Fairways:





10    9    8    7    6    5    4    3    2    1
Condition of Greens:





10    9    8    7    6    5    4    3    2    1
Condition of Rough:





10    9    8    7    6    5    4    3    2    1
Condition of Bunkers:





10    9    8    7    6    5    4    3    2    1
Condition of practice facilities:




10    9    8    7    6    5    4    3    2    1

Quality of course signage:




10    9    8    7    6    5    4    3    2    1
Condition of course overall:




10    9    8    7    6    5    4    3    2    1
5. Clubhouse






Excellent


Very Poor
Cleanliness of clubhouse:




10    9    8    7    6    5    4    3    2    1
Cleanliness of locker rooms:




10    9    8    7    6    5    4    3    2    1
Cleanliness of washrooms:




10    9    8    7    6    5    4    3    2    1
Quality of information on Notice boards:


10    9    8    7    6    5    4    3    2    1
Appearance of bar:





10    9    8    7    6    5    4    3    2    1
Appearance of restaurant:




10    9    8    7    6    5    4    3    2    1

Quality of food:






10    9    8    7    6    5    4    3    2    1
Availability of local produce:




10    9    8    7    6    5    4    3    2    1
6. Professional’s Shop





Excellent


Very Poor
Appearance of Professional Shop:



10    9    8    7    6    5    4    3    2    1
Quality of goods in professional Shop:



10    9    8    7    6    5    4    3    2    1
Range of goods in professional Shop:



10    9    8    7    6    5    4    3    2    1

Value for money:





10    9    8    7    6    5    4    3    2    1

7. Service






Excellent


Very Poor
Quality of service from Booking/Admin staff:


10    9    8    7    6    5    4    3    2    1
Quality of service from Professional Shop Staff:


10    9    8    7    6    5    4    3    2    1
Quality of bar service:





10    9    8    7    6    5    4    3    2    1
Quality of restaurant service:




10    9    8    7    6    5    4    3    2    1
Overall service quality:





10    9    8    7    6    5    4    3    2    1

8. Overall Satisfaction





Very Satisfied

Very dissatisfied
Overall satisfaction with your experience:


10    9    8    7    6    5    4    3    2    1
9. Recommend to friends




Strongly Agree

Strongly Disagree
Have you visited this course before?



Yes:

No:

Would you return?





Yes:

No:

I would recommend (Name of Golf Club) to my friends:

10    9    8    7    6    5    4    3    2    1
Where I live

10. Other Comments
Please provide any other comments or suggestions that you feel may help us provide you with excellent service.

__________________________________________________________________________________________________________________________________________________________________________

__________________________________________________________________________________________________________________________________________________________________________

GUIDELINES FOR IMPLEMENTATION BY CLUBS
· We recommend that this survey be conducted constantly and at every opportunity.


· Clubs are encouraged to capture the e-mail address of every visiting golfer, including member’s guests. At first, this can seem onerous but it can become a standard part of the booking and/or arrival process and the resulting database of customers can be extremely valuable to your club.

Clubs should be cognisant of data protection law and good practice and may wish to utilise the following opt-out wording when capturing e-mail addresses:

“Please tick this box if you DO NOT wish to receive information via e-mail regarding developments and special offers at (name of golf club). Under no circumstances will your data be shared with any third party “

· Scoring:
· The scoring system is designed to provide easy analysis. Hopefully, each question will have a score circled. The individual assessing the returns can then calculate an average score for each question.

· For example, if overall satisfaction produces an average score of 7.4, this can be articulated in reports etc as 74% satisfaction.

· By using the same survey on future occasions, trends can be identified and remedial actions evaluated.

WE HOPE THIS PROVES TO BE A USEFUL TOOL FOR CLUBS AND WE WOULD ENCOURAGE ITS USE.
