MANAGEMENT

Running clubs with an ethical eye on the bottom line

Continued from page 31

Candor.

Assumption: In ethics, the man-
ager must get below the surface to
discover the real issue. In the busi-
ness arena, for instance, a club
manager who assumes his compe-
tition is simply other clubs will soon
find himselfunemployed. Any other
form of recreational and social ac-
tivities are really competitors. The
manager must realize that to sur-
vive.

The same is true when a com-
munityattacksaclub’smembership

policies. While the assumption is
that the community is crying for
ethnic balance, the real issue may
be jealousy of the privileges private
club members enjoy.

“Theassumptioniswhatyou have
to get to in order to do some new
thinking,” Pastin said.

Challenge: The only constant in
any business is change. Successful
managers challenge assumptions
about what people want, anticipate
changes in their desires by getting
ahead of market research and then
act accordingly.

Turnabout: Turnabout involves
fairness. That is, discovering a
middle ground between what is fair
in the manager’s mind and what is
fair in the employee’s, customer’s
ormember’smind. Amanagercan’t
dothatifheis only concerned about
what he thinks.

How can these first three ethical
tools help a manager better run a
business? A good example is the
success of the Nordstrom’s de-
partment store chain, the most
highly regarded retailer in the
country in consumer polls, Pastin

Assummg customers would take
advantage of them, retailers have
traditionally made it difficult for
customers to return merchandise.
Nordstrom’s challenged that as-
sumption, making it convenient for
customers to return items without
sales receipts orissuing credit slips
instead of cash. The turnabout was
thatthe trust Nordstrom’s placed in
its customers and the convenience
the store offered really mattered to
shoppers. That explains why
Nordstrom’s can charge more for
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and 22R power their
traction rolls separately:
That means more con-
sistent tracking,
straighter cut lines.
Up front, you get a
precision cut with
a nine-bladed reel of
high-tensile
strength steel.
A standard 3 mm
bedknife combines with the reel to deliver cuts to
1/8-inch. Optional 2.5 mm bedknife delivers
tournament-quality cuts to 7/64-inch.
For the name of your nearest distributor; or free
literature, call 1-800-544-2122 toll free or write
John Deere, Dept. 956, Moline, IL 61265.

You'll love its
classic lines

Perfectly striped greens. They send a message to
all who see them—these are what great putting
surfaces are supposed to look like.

John Deere 22 and 22R Greens Mowers help
send that message. Not only for major tournament
sites like the 1991 U.S. Open and 1992 PGA
Championship but for hundreds of other great golf
courses—like yours—every day.

A split drive system is the key. Both the 22

The 22 and 22R both feature a split drive

system for superior tracking. The 22 is also
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available with a front gear drive assembly
1o power a front brush or verticutter.

NOTHING RUNS
LIKE A DEERE"

the same products than its competi-
tors, but is still one of the most
successful retailers in the country,
Pastin said.

“That is perceived as an ethical
way of doing business and people
are willing to pay a lot for it,” Pastin
explained.

Truth : The president of Scandi-
navian Air Lines said that custom-
ers base their decisions on whether
to continue buying from a company
on brief, face-to-face moments of
truth with company employees. A
customerwho shows upattheticket
window saying he was quoted a$79
air fare over the phone, that the
computer says costs $129, will
probably remain a customer for life
if the ticket seller believes him and
sells him the ticket for the lower
price.

“In ethics, the moments of truth
are the times when something goes
wrong and there is a question of
integrity. The personislookingin a
staffmember’s eyesand wondering
‘Is he going to go with me or is he
going to go with himself?” That's
the moment of truth. We all judge
ethics not by what's written in the
policy manual, but in the moments
of truth,” Pastin said.

Managers need to give staff
members the responsibility to
handle such situations without
having to worry about their jobs.

Risk: The only way to adapt to a
changing world is to take risks.
Taking risks creates knowledge,
growth, satisfaction and motivation.
Evenrisksthat don’twork are worth
taking.

Candor: Managers need to en-
courage board members, club
members and employees to tell
them when something is wrong.
Mostethical problems can be solved
if addressed soon enough.

“How often have managers been
blind-sided by a problem from an
employee or a staff member that
they could have solved if told about
earlyenough,” Pastinasked. “Every
time that happens, it’s a failure of
someone to inform the manager
early enough that a problem was
out there.”

People will tell managers what
they need to know if they are en-
couraged to do so, rather than be-
ing punished, Pastin said.

Pesticide damage
insurance offered

MANCHESTER, Conn. — The
Travelers PGA Edge customized
insurance coverage for private,
semi-private and public golf
courses and country clubs has
added protection against environ-
mental damage caused by pesti-
cide application.

In addition to environmental
enhancement, the Travelers PGA
Edgeinsurance programincludes
coverage for building ordinances,
computers, bridges, sprinkler
systems, signs and other property,
including greens and golf car
damage.
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