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What I Expect of
Club Department Heads – 1
“There are a number of things I expect from all of the club’s department heads regardless
of their specific areas of expertise and function.
 Leadership. I expect a consistent service-based style of leadership for all departments.
Service-based leadership naturally promotes employee empowerment which is
absolutely essential to delivering remarkable service levels.
 Organizational values. Strict adherence to and promotion of the club’s culture of service
is necessary to ensure that all employees understand the values that underpin the
business. The consistent example of managers at all levels is a must.
 Annual departmental goals. Each department head must develop departmental goals
based upon the club’s annual goals. These goals have an impact on department budgets.
 Standards, policies and procedures. These are necessary for all areas of the operation
to promote standardization and efficiency. They are also the basis for developing
pertinent training material for each department.
 Tools to Beat Budget. The discipline of tracking revenues and expenses in real time
makes department heads more knowledgeable about their enterprise and enables them
to take timely action to correct deficiencies. It’s also an incredibly effective tool for
improving the ease of developing, as well as the accuracy, of departmental budgets.
 Benchmarking. Every department head must benchmark their payroll expenses in detail.
As the single largest expense in most departments, it is essential that they track and
monitor this expense. In addition, they need to benchmark their respective operations
to ensure they have a better understanding of their business.
 Accounting submissions. There are accounting requirements for all department heads
and they are expected to meet these in a timely and accurate manner.
 Human resource requirements. Each department head is expected to have a thorough
knowledge of all HR requirements and strictly adhere to these. There are too many legal
and liability issues to do otherwise.”
Ed Rehkopf, What I Expect from My Club Management Team
Discussion Points: Discuss the points above and why they are each necessary disciplines in
a well-run club. Have managers explain each in detail and how they contribute to efficient
operations.

Take Away: These expectations are minimum requirements for all club department heads.
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