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MANAGEMENT

MANUFACTUREF

elationships are the driving force of
personal success in the golf busi-

% ness. Having the right contacts is
crucial to advancement and, in many cases,
simply getting things done. Luckily, the
golf business consists of a close-knit group
of individuals who share information about
how we can improve business and be more
successful every day.

In what other industry do businesses
open up their doors and
offer tours to their peers to
explain the secrets of their
success? Our businesses are
built that way. Many times,
we depend on our peers for
the answers to the struggles
we face.

There’s an opportunity
to create this type of give-
and-take relationship with
equipment manufacturers.
During the past few years,
manufacturers have turned
more of their attention to
technicians. Many times
technicians help make a
facility’s purchasing decision
for turf equipment, and the
manufacturers are noticing.
Look at how much easier
equipment is to maintain. Instead of build-
ing a machine and then adding an engine
and hydraulics, manufacturers are looking
at how difficult a machine will be to ser-
vice. Even the marketing guys are starting
to realize the importance of including the
technician’s point of view when advertising
equipment.

A strong manufacturer/end-user relation-
ship benefits equipment technicians, too.
They need to talk about issues they may
be having with a distributor, a piece of
equipment or changes they’d like to see.
Equipment only gets better if technicians
can tell manufacturers what they want.
Manufacturers are starting to key into this
with focus groups to discuss prototype
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equipment, parts programs and new equip-
ment for the future. They're seeing that
close relationships with their customers
are a win-win situation. The customer talks
about the equipment they want, and the
manufacturer builds the equipment the way
the customer wants it.

Technicians can build manufacturer
relationships by attending trade shows or
demonstration days held by local distribu-

tors. During these events, technicians have
the opportunity to discuss the product and
what improvements they’d like to see. This
relationship is important for technicians.
The better the relationship technicians
build with their distributors and manufac-
turers, the easier it will be to get assistance
when they need it.

Technicians should consider the follow-
ing points when building relationships with
these companies:

+ If you're going to report problems,
try to devise a solution. It’s easy to always
go to someone when you have concerns,
but after a few times, people start to realize
the only time you want to talk to them is
when you have problems. However, if you

can tell them about the problem and sug-
gest a solution, it changes the tone of the
relationship.

+ Call with legitimate concerns.

With all the equipment manufacturers are
producing throughout the world, you can
imagine how many calls they receive about
different topics. When you call, make:sure
you've exhausted your resources and tried
to solve the problem before contacting
them. It’s just like being the technician at
your home course. If you're working on
something and five people call you with
small issues, it’s easy to get
frustrated.

+ Be courteous. When you
continue to have problems with
equipment, it’s easy to be frus-
trated and wonder why a new
piece of equipment has a prob-
lem already or an old piece of
equipment has the same thing
happening time after time.
The manufacturers are just as
interested in fixing and diagnos-
ing a problem as you are. When
you have an issue, it could mean
others have the same. So, rather
than getting upset with the
individuals about your problem,
help them work through the
issue so you can learn why it
happened and they can address
the issue at the factory.

+ Think through issues. When you've
decided you're going to make the call to
the manufacturer, try to have all of your
information readily available (model, serial
number, hours, etc.). This will save some
time because they’ll ask for these details.
Also, review your issue and understand
the problem, so when you're asked about
an electrical issue, you understand how it
works.

Remember, relationships are the key to
advancing in the golf industry. Without
them, it’s a difficult uphill battle, so always
treat everyone you meet with dignity and
respect because you never know when
you'll need a favor, advice or maybe even a
job. GCI
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