
C O N S U M E R 
R E S E A R C H A glimpse of how golfers' behavior affects the business 

of golf facility maintenance and management. 

Customer Corridor Map 

Many operators make the 
assumption that good 

greens are all they need at their 
courses. While good greens are 
important, there are many other 
moments of truth in the golf 
experience. 

A key tool that can help 
companies understand the needs 
of the customer is a "Customer 
Corridor Map" developed by the 
National Golf Foundation. The 
goal of a customer corridor map 
is to help golf courses shift their 
focus on customer needs from an 
inside-out approach to an outside-
in approach. 

One of the touch points 
mapped out in this customer 
corridor map is the sand bottle on 
a golf car, says NGF's Ben Fowler. 
The customer expects it to be full, 
and when a course meets this 
expectation by providing a golf car 
with full sand bottles the course 
won't realize any additional 
reward in terms of customer 
loyalty, it's expected. But if the 
customer reaches for the sand 
bottle and it's empty, customer 
loyalty will likely take a hit 

"A mistake like this can be 
overcome by the customer 
experiencing satisfaction at other 
touch points," Fowler says. "But 
if the customer is left unsatisfied 
at other touch points, that empty 
sand bottle will be just one piece 
of ammunition in the customer's 
rifle when the customer attacks 
the course with negative word 
of mouth to their friends. Failed 
touch points like these, make up 
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the fertile breeding ground of irate 
assassins. When the course provides 
the customer with the ammunition of 
unfulfilled expectations on key touch 

points, assassins will be determined 
to complete their hit by launching 
an all out assault on the course or 
business that failed them." GCI 

Fin ish 
Legend: 

P= Penalty Factor 
R=-Reward Factor 
P/R= Both a Penalty & Reward Factor S t a r t 

The General Manger Calls Me & Makes 
Things Right. In Spite of My Bad Past 
Experience, I Decide That I Will Return. 
Does the Course Stay at the Top of 
My Mind With Good Marketing (P/R) 

If the Course Does Communicate With 
Me, Are They Able to Convert Me From 

Assassin to an Advocate? (R) 

Does The Golf Course Invite 
Me to Join Their Social Media 

Community? (R) 

After My 5 Hour Round 
I'm Mad -1 Started 30 Min 
Late, I Almost Got Hit by 
Lightning & I Didn't Get 
Any Help Loading My 50 
Pound Bag In My Car. 
Does the Course Ever Ask 
For My Feedback About 
How They Are Doing? (R) 

After a Long Day I Want to 
Go Home. Do I Have to 
Carry My 50 Pound Golf 
Bag to My Car? (P/R) 

I Finish My Round -
Does Anyone Offer to 
Clean My Clubs? (P/R) 

I Played So Poorly That I " 
Want a Lesson but I Don't 
Know Who to Ask? Does 
Anyone Offer Lessons 
and Are They Any Good? (P/R) 
Our Group Decides to Try & Wait 

Out the Storm. Is There a Comfortable 
Place to Relax in the Clubhouse (P/R) 

I Almost Got Hit By Lightning 
Now Where's the Shelter (P) 

Lightning Almost Hits Me! 
Where's the Siren? (P) 

I'm at the Turn and am Hungry. 
Is There Food & Is It Good? (P/R) 

Ranger Finally Shows Up. 
What Do They Do? (P) 

There's Three Groups on the 8th Tee 
Where's the Ranger? (P) 

I am Hungry - Where's the Beverage Cart? (P/R) 
I am Thirsty - Is There Drinking Water Around, 

Does it Taste Good & is it Cold? (P) 

I Use the Restroom, Is It Clean? (P) X 
I Reach for the Sand Bottle But It's Empty (P) 

I Contact The Course That's The 
First Choice For Our Group To 
Play at For a Tee Time (P) 

When I Call The Course That's My First 
Choice, I am Notified That the Greens 
Were Aerified 2 Weeks Earlier. I Thank 
The Course for Telling Me And End Up 
Booking a Time at Another Course. (P) 

I Drive to the Course, But I 
Get Lost. The Course Gave 
Me Bad Directions and There's 
No Signage On The Road (P) 

I Arrive Into the Parking Lot What's 
My First Impression? (P/R) 

My Golf Bag Weighs 50 Pounds 
Does Anyone Help Me Unload 
My Car and Get on a Cart (P/R) 

I Walk Into the Golf Shop -
What's My First Impression (P/R) 

I Need to Check In & Pay (P/R) 

I Need to Buy a Hat - How's 
the Quality & Selection? (P/R) 

I Need to Change My Shoes -
How is the Locker Room? (P/R) 

I'm Hungry and Thirsty 
Before I Tee Off 

How's the Restaurant? (P/R) 

What's My First Impression of 
the Golf Car. Is it Clean? (P/R) 

I Warm Up on Driving Range (P/R) 

I Warm Up on the Putting Green 
and Short Game Area (P/R) 

I Check in with the Starter. I'm 
Told We'll Start a Half Hour Late. (P) 

I Stand oh the First Tee - What's 
My First Impression? (P/R) 

I Find the GPS System Hard to Use(P) 

I Evaluate the Quality of the GPS System (P/R) 

I Find the Signs Confusing and 
the Yardage Markers Wrong (P) 

Admire the Scenery & 
Aesthetics (Ongoing) (P/R) 

I Evaluate the Course Design (Ongoing) (P/R) 

I Evaluate the Course Conditions (Ongoing) (P/R) 
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