
xperience you can trust 
Plaisted Companies is the largest, full-service golf course supplier in the upper Midwest. 

Our ongoing service and maintenance programs have kept our customers supplied with quality 
products and receiving dependable delivery for more than ten years. 

Technical Support 
* - wwwiwiBfnnf»̂  

Dispatch 

Delivery 

Plaisted 
Companies 
I N C O R P O R A T E D 

P.O. Box 332 • 11555 205th Ave N.W. 
Elk River, MN 55330 
(763) 441-1100 • Fax (763) 441-7782 
Toll-free (877) 564-8013 
www.plaistedcompanies.com 

Construction Material • Top Dressing Blends • Bunker Sand • Cartpath Aggregate • Draintile & Decorative Rock 

http://www.plaistedcompanies.com


Upgrade Your Existing Toro® Sprinklers 
With Reliable Hunter Retro-Risers 

Visit golf's best known courses and you will 
often find worn, inefficient sprinklers that 

have been in the ground for years - mainly due 
to the disruption and expense to replace them. 
Until now. 
With new Hunter Retro-Risers, your staff can pop 
out old Toro® internal mechanisms and replace 
them with efficient Hunter gear-drives within 
minutes. The Toro® body with flange remains 

undisturbed during the change-out and no 
digging is required. 
The Hunter RT Retro Riser is specifically designed 
to replace 1-inch inlet Toro® golf rotors, including 
models 630,730,760 and the discontinued 660. 
Talk to your local Century Rain Aid Golf repre-
sentative for a complete update on reliable 
Hunter rotors, heavy-duty valves and flexible 
control systems. 

AUTHORIZED HUNTER GOLF DISTRIBUTOR 

More Than 150 Branches Coast to Coast 
800-642-3706 • www.rainaid.com 

Controller Board Repairs • 888-855-9132 
email: rainaid@rainaid.com 

http://www.rainaid.com
mailto:rainaid@rainaid.com


Mark Smith-
(Continued from Page 10) 

Quarry to his Hispanic crew. He is very generous 
in his praise for them. Some have worked with 
mark for 15 years. In speaking with some of his 
crew there was a great deal of affection for their 
boss, Mark Smith, as well. 

A well-tuned team of 38 employees must be 
good when they can win awards such as the fol-
lowing: 

+ The Quarry at La Quinta was voted the tenth 
best conditioned course in 1995. (Golf Digest, May 
1995). 

+ The Quarry at La Quinta was listed at #73 on 
Golf Digests' Top 100 courses in its first year of 
eligibility (Golf Digest, May 1999). 

+ The Quarry at La Quinta was rated third best 
conditioned course behind Augusta National and 
Pine Valley (Golf Digest, May 1999). 

Mark and his wife Elsa live in a traditional type 
home, typical of those found in his desert valley. 
They have three children, a married daughter 
Andrea, and two sons, Aaron and Antonio. 

LEITNER COMPANY 
Specializing in Soils for Golf Course Maintenance & Construction 

Soil mixing and processing specialists. 
Supplying the Golf Course Industry with soil and sand products for over 50 years. 

From 10 yards to 10,000 yards - material to specification for topdressing and construction. 
Quality - Reliability - Experience 

MIKE LEITNER 

LEITNER COMPANY 
945 Randolph Avenue - St. Paul, Minnesota 55102 

( 6 5 1 ) 2 9 1 - 2 6 5 5 

NUMBER 8 GREEN FROM ELEVATED TEES: A par 3 at 143 yards. Note off in the 
distance and .behind the clubhouse the valley beyond is at sea level. Continuing 
down this valley a distance of about 20 miles the area falls 235 feet below sea 
level and is the location of the "Saltan Sea/7 



Don't Shoot the Messenger: 
Member Complaints Provide Opportunities to Improve Your Service 

By DAVID SCHREIBER 

Cold food, slow waiters, the length of the rough on the 
golf course... members are never at a loss for opinions about 
virtually every aspect of the club. While handling com-
plaints may not be the best part of your day, consider this -
- it may be the very best opportunity you have for improv-
ing overall member satisfaction, the most critical compo-
nent of successful club operations. 

Viewed in that light, the member who bothers to bring a 
problem - real or imagined — to your attention is worth 
their weight in gold. Their complaint means they are will-
ing to give the club a chance to respond. Complainers are 
also willing to take their time to tell you how you can be 
better. 

The reality is that when it comes to member satisfaction, 
silence is not always golden. Just because your members 
aren't talking to you about what's bothering them doesn't 
mean that they're 100-percent satisfied. In fact, it may mean 
that they have given up on seeing the situation improve, or 

that they don't feel valued enough to think it will make a 
difference if they complain. 

In that situation, soliciting and reacting effectively to 
member complaints is the most effective weapon you have 
in boosting loyalty and usage and slowing attrition. 

The member whose problem is taken care of in a timely, 
courteous, and thorough fashion often becomes the club's 
best ambassador. 

We live in a service-centered economy where supply has 
exceeded demand in almost every market, including pri-
vate clubs. Consumers with lots of choices ultimately rely 
on essential differences in areas such as service when select-
ing one business (or club) over another. 

In an ideal situation, every employee of the club should 
be prepared to handle every member interaction — whether 
it is a request or a complaint. I am not suggesting that every 
employee be empowered to make any decision, but they 

(Continued on Page 23) 

The Kawasaki 3020 Mule TM 

A^ heavyweight investment deserves every ounce of protection you can muster. Enough power to move 
V^k substantial loads comes courtesy of a big, 617cc liquid-cooled V-Twin engine. You'll make fewer 

^ ^ ^ trips, too, because the Mule™ 3020's big, tilting cargo bed can carry up to 800 pounds per load. 
1 J ^ If that doesn't cut it, you can hook up a trailer and more than double your carrying power. And 

best of all, the Mule™ 3020 cruises over your turf on wide, turf-application tires, disturbing little more than the 
early-morning dew. 

Kawasaki 
UTILITY VEHICLES 

+Liquid-cooled, V-Twin engine 
+Air intake system overhead 
+1,330 lb. load capacity 
+Rack & pinion steering 
+Sound-insulated and extra-quiet muffler 
+Governed to 16 mph safety 
+Lock-out differential for min. ground disturbance 
+Full line of accessories available 

Call Tim Commers today... 
(612) 333-3487 or 

Toll Free 1 (800)759-5343 
CUSHMAN MOTO« CO., INC.! 

2909 EAST FRANKLIN AVENUE, MINNEAPOLIS, MINNESOTA 55406 
(612) 333-3487 • Fax (612) 333-5903 • Toll Free 1-800-759-5343 



Fertilzers for 
the Future ™ 

p u r s E L L mm 
You're mowing your fairways 
with the latest technology and 
you control your irrigation with 
the touch of a button. So why 
are you still relying on yester-
day's technology when it 
comes to feeding your turf? 
Simplot Partners has teamed 
up with Pursell Technologies to 
provide your golf course with 
the 'fertilizer for the future". 

Polyon fertilizers contain an ul-
trathin polymer coating unlike 
any other "poly" product on 
the market No other polymer-
coated urea offers the proven 
durability and reliability of 
Polyon. And because Polyon is 
100% available nitrogen, you're 

not paying for locked off nutri-
ents that will never be utilized 
by your turf. 
Call your Simplot Partners 
sales rep and take the Poly-
graph test We'll custom for-
mulate a fertilizer program that 
will perfectly fit your golf 
course. Polyon is available in 
micro, mini and regular grades 
for use from tee to green. 

Simplot 

2001 W. Co. Rd. 02 
Roseville, WIN 55113 

651-633-6251, 888-828-5354 
joe.churchill@simplotpartners.com 

mailto:joe.churchill@simplotpartners.com


H E R F O R T - N O R B Y 
Heart Smart: 

Implementing An AED Program at your Club 
By THOMAS J. O'CONNOR 

At the 1999 Motorola Open, a caddy experienced heart failure. While Sudden 
Cardiac Arrest (SCA) can strike anyone at anytime, the recurrence of it in such 
visible circumstances has brought much-needed attention to the lifesaving capa-
bilities of on-site Automatic External Defibrillators (AED) and the necessity of 
CPR-trained staff. 

At the 2000 CMAA World Conference in Atlanta, the CMAA announced their 
partnership with Golf Digest and the American Heart Association in the effort to 
publicize the need for AEDs on the golf course. Following their lead, I began an 
investigation to further educate myself and my fellow members of the Ohio 
Valley Chapter on the role that AEDs can play at a private club. It was during that 
investigation that I met Jim Seder, M.D., of Heartlink Communications Inc, in 
Newton, MA. 

An AED saved Dr. Seder after ten minutes of non-responsive ventricular fib-
rillation (the maximum time lapse before loss of bodily functions and brain dam-
age occurs). Dr. Seder was revived and is able to function perfectly today solely 
due to the presence of AED and CPR trained professionals on that fateful day. 
Little did I know that this wrenching true story would fuel the impetus for a new 
program that would inspire incredible enthusiasm and open participation from 
the membership and staff of Rolling Hills Country Club. 

Subsequent to my presentation to the Board of Directors at the Rolling Hills 
Country Club, Board President Douglas Given instructed me to proceed with the 
bidding process. Simultaneously, the club's legal advisor, Jeff Ahlers, instructed 
me to research potential club liability as well as the AED users responsibility, if 
any. 

Researching the Liability 

Throughout presentations and comparisons of different products, it was evi-
dent the "good Samaritan law" covered the concerns for the prospective buyer of 
these AED devices. Using the state of Indiana as an example, the conditions for 
being shielded from liability by a "good Samaritan law" are: 

1) The Indiana state code (IC16-31-65-5) states "the entity in possession of an 
AED shall notify local ambulance service and the emergency medical services 
commission that it has an AED on its property. The AED representative may be 
able to provide you with a form letter for this purpose. 

2) The person administering AED/CPR must successfully complete the 
American Heart Association certificate course (approximately four hours) specif-
ically for AED/CPR. Only CPR certification will not suffice. A state-approved 

(Continued on Page 17) 

Mel Strand, CEO 
36 Years Experience 

Double Eagle 
Golf Construction 

Redesign the Old 
...Construct the New 

17715 Jefferson St. NE ~ Ham Lake, MN 55304 (612) 434-0054 

G O L F C O U R S E 
A R C H I T E C T U R E 

( 6 1 2 ) 9 4 2 - 0 2 6 6 ( 6 1 2 ) 9 4 4 - 5 8 8 8 



Heart Smart-
(Continued from Page 16) 

instructor must teach the certification course. 
3) Assure any instructor that the AED unit is in good 

working order by utilizing a weekly checklist. Manual 
inspection by opening and checking the battery source 
takes only minutes. The weekly checklist, which should be 
initialed and dated after each inspection, should be kept 
with the unit. 

4) A state-licensed physician must sign off on your clubs 
AED program. By going with a lease program on the AED 
unit, the company provided one for me. I checked the doc-
tor's certificates through a club member physician who ver-
ified that our assigned physician was duly qualified accord-
ing to the state medical board. 

5) If an emergency occurs, call 911 or the local EMT per-
sonnel. You must state that you are equipped with an AED 
at the scene. 

One other issue that was raised involved members who 
wanted to be certified for AED but were trained in the med-
ical profession. What was their liability as nurses or physi-
cians to non-responsive victims to AED? I found that the 
Indiana state code provides that if a professional medical 
provider "gratuitously renders emergency care without and 
does not expect remuneration" then they are shielded from 

liability. 
After the research was completed, the Rolling Hills 

Country Club leased an AED, which included a response kit 
that provided oxygen, bandages and every imaginable com-
pact medical necessity. The Board of Directors voted unani-
mously for this "little life saver" after reviewing all the ben-
efits of having it on club property. 

Linking the Life Line 

We decided on a plan that encompassed the most practi-
cal locations around the golf course, pool, tennis courts, and 
in the clubhouse for remote "heart link" phones. Utilization 
of any phone that had access to the clubhouse was consid-
ered; however with the utmost of urgency in mind, we uti-
lized the demarcation phone ports and installed red phones, 
with no dial or button, in all-weather protection boxes. 
Guests must simply pick up the handset and they are imme-
diately connected to the clubhouse. 

A recent addition of a phone station for food ordering on 
the #9 tee and at the pool provided easy modification to use 
them as "heart link" phones. Staff have been trained that 
calls are not only for a cheeseburger and a beer but may be 
a potential "heart safe emergency." The most remote extrem-
ity of our club is now only minutes from a "heart link" 
phone. Each "heart link phone" is identified by the 

(Continued on Page 18) 

Experienced Supplier of Your Golf & Sport Turf Needs. 
Specializing in: 

Kenny Miller gm Roger Odegard 
Phone:952-985-5700 J L 21778 Highview Ave. S. 

Fax:952-985-4242 Lakeville, MN 55044 
email:eurekasands @ aol.com 

•Blended Rootzone/Turf Mix 
•Portable Blending 
•Topdressing to your specifications 
•Truck Delivery 
•Bunker Sands/Native & Sidley "ProAngle"@of Ohio 
•Drainage Rock 
•Decorative Rock 
•Bulk & Bagged Dried Sand 
•Float & "Tycrop" on Site Mobility 



Heart Smart-
(Continued from Page 17) 

American Heart Association and Golf Digest's uni-
versal symbol. We even created our own slogan for 
Rolling Hills Country Club, "your heart safe place to 
play." 

Getting Member's Support 

The next step was to develop staff and member-
ship's preparedness for a potential emergency. I 

New from 
The Andersons. 

€3 O I F P R O D U C T S 

Contact far more 
information: 

Mike Redmond 
Territory Manager 

11607 Scepaniak Dr. 
Little Falls, MN 56345 

(320) 632-6108 
FAX: (320) 632-6120 

CELL: (612) 963-0752 

I h c t i M H » Andersons 
I*mtc*&ionaJ Turf lVoduct.s Division P. 0. Box. m Mau met*. OH 4353? 

appeared at ladies golf association meetings petitioning 
them for assistance in the effort. The response was amazing. 

The RHCC 2000 Readiness Task Force was established 
with 22 members and staff from pool, tennis, golf, club-
house, and kitchen. Much to my surprise, the Nine Hole 
Ladies Association donated $1,000 of their frugal funds to 
the cause. 

Training 

Training involved the American Red Cross local chapter 
who were recently certified for AED/CPR Training. In 
groups of eight, task force members received four hours of 
AED training in addition to four hours of CPR training if 
they were not already certified. Upon completion of train-
ing each recipient received a commemorative golf shirt with 
custom logo. 

In reviewing the strategies of immediate response, I con-
tinued to be reminded of the urgency and precious minutes 
that a victim has as their survival rate begins to decrease by 
10 percent with every passing minute. Strategic location of 
the AED became my focus. 

I positioned the AED/Cardio-trauma kit inside an oak 
cabinet which I purchased at a local home supply center 
and armed the box with door contact sensors. When the 
door is opened, it sets off an audible alarm and immediate-
ly calls the security system operator who then contacts the 
EMT. 

Tell The World 

Two Kickoff events were held for publication and cele-
bration of the program. The Media Kickoff was orchestrat-
ed through the Southern Indiana American Heart 
Association and a local advertising firm, The MAC Group, 
who sent out press releases. Area TV, radio, fire department, 
EMT response, and other related agencies attended. 
Secondly, the Employee Kickoff included area agencies and 
fire department personnel that were presented commemo-
rative shirts. 

As stated previously, we leased the AED for Rolling Hills 
Country Club. Many lease agreements provide benefits 
beyond the unit itself, and this was no exception. For $2,500 
per year, the company provides the following added fea-
tures: 

+ Training for the first eight team members 
+ Medical emergency supplies 
+ Semi-annual service 
Contributions, discounted services, and support from 

local businesses made this effort possible. Alphagraphics 
owners Lisa and Tom Slade cut costs on color golf course 
layouts for carts and dining room tent cards. They also pro-
duced a three foot by five foot check signifying the $1,000 
contributed by the Nine Hole Ladies Association. 
Community Telephone purchased banners, signs, and con-
tributed automatic dial phones with storage boxes. Special 
thanks to Jim Seder, M.D., whose seminar on AEDs helped 
start this project. 

r J * * * 
(Note from Tom O'Connor: This article and project are dedi-

cated to Dr. Jim Seder. This is a reminder that because of a Little 
Heart Saver/ AED, and someone who knew the simple art of CPR, 
everyday is a celebration of life to his children, who have their 
father, and a beloved wife, who has her husband.) 



TurfSupply Company 

2797 Eagandale Boulevard - Eagan, MN 55121 « Fax: 651.454.7884 

More than just 
a salesperson» 

Phone: 
651-454-3106 

Toll Free: 
800-551-4857 



N e w S a l u t i o 

2001 PARTS 
PROGRAM 
AVAILABLE 

SOON 

PRODUCT 
DEMONSTRATIONS 

AVAILABLE 

EQUIPMENT 
FINANCE 

PROGRAMS 

G R Ü U N D S M A S T E R 3 5 Q O - D 

Key Advantages 

' Excellent cutting performance 

• Sidewinder ™ System slides decks 12M 

left or right of center 

» 68" width of cut with optional 72" 

G R Q U N D S M A S T E R ® 4 Q O O 

Key Advantages 

> Highly productive 11 ' rotary 
• 4WD provides excellent footing in a 
variety of conditions 

» Rear discharge decks provide even 
dispersion of clippings for clean after-cut 
appearance 

Dentless and corrosion resistant hood 
and bed 

M id-Duty 11 or 16 HP Utility Vehicle 

* Unique Active In-Frame™ suspension 
creates extraordinary traction and ride 

• Highest payload in class 

' G R E E N S M A S T E R 

• 3 models - 40", 60" and 80" aeration 
widths 

• Excellent hole quality due to exclusive 
Rotalink " centering mechanism 

• Tractor mounted, 3-point hitch design for 
increased maneuverability 


