OCCUPATIONAL Standards
Work Based Competence Framework
FOR EUROPEAN GOLF Professionals

www.golf-stand.eu

2

OCCUPATIONAL Standards - CONTENTS

Contents
4	Introduction
5	About GOLF STAND
6	Standards Overview
7

How the Occupational Standards were developed

8

How standards are used

9	The Functional Map and the structure of the standards
10

Functional Map for Golf Professionals in EuropE

12	Key AREA A - Develop the sport of golf and participant performancE
52	Key AREA B - Plan, organise and deliver golf eventS
70	Key AREA C - Manage Golf Operations
168	INDEX

©2012. Golf Stand. All rights reserved. No part of this publication may be reproduced or distributed in any form or by any means,
without express written permission. Any unauthorised reprint, commercial copying, selling, transmitting or use of this material
is forbidden and will constitute an infringement of copyright. For further information contact PGAs of Europe: info@pgae.com
This project has been funded with support from the European Commission. This publication reflects the views only of the author,
and the Commission cannot be held responsible for any use which may be made of the information contained therein.

OCCUPATIONAL STANDARDS - CONTENTS

3

4

OCCUPATIONAL STANDARDS - INTRODUCTION

Introduction

The
Occupational
Standards
for
Golf
Professionals in Europe describe the standards
of performance that golf professionals are
expected to achieve in their work, and the
knowledge and skills they need to perform
effectively.
Occupational Standards are concerned with what
people can do (competence), not just what they
know. The Standards promote good practice
in the industry, and have been developed and
validated by the leading organisations in the
golf sector.
The Occupational Standards will have great value
within the golf industry. They can be used by
different organisations and people for a variety
of purposes, it is expected that employers, golf
professionals, education providers and national
and international golf organisations will all use
the Standards to ensure their work is in line
with an agreed industry standard.

OCCUPATIONAL STANDARDS - About GOLF STAND

About Golf Stand

The European Occupational Standards for Golf
project (GOLF STAND) took place between 2010
and 2012 with the main objective to produce a
range of indispensable European Occupational
Standards which define the competences, skills
and knowledge needed for those working in the
sector as golf professionals. The aims of the
project included:
-- To improve the recognition of competences
and qualifications in the golf sector
-- To promote a transparent and flexible
education and training system with clear
learning and career pathways
-- To ensure the development of a workforce
with the right skills and competences in
line with the expectation of the labour
market and facilitate the movement between
education and employment
-- To develop mobility, transparency and
mutual trust of qualifications

*

www.eose.org

The partnership which worked together to
achieve these outcomes for the sector gathered
experienced and competent stakeholders from
the golf, sport and education sectors across
Europe. Led by SkillsActive, PGAs of Europe
and European Observatoire of Sport and
Employment (EOSE)* it combined Ministries,
National Qualifications Authorities, Training
Providers, Professional Golfers Associations,
Golf employers, European Sport Networks
and others sector bodies from 10 European
countries.
The main activities of the project were to fully
implement the EOSE Lifelong Learning Strategy
for Sport and Active Leisure (7 Step Model). The
Occupational Standards correspond to Step 5 of
the Model.

5

6

OCCUPATIONAL STANDARDS - Standards Overview

Standards Overview

The development of these Occupational
Standards gives the golf sector strength and a
clear message to be able to communicate about
the competences required for golf professionals
– this will improve the supply of education to
the sector, and also increase the recognition
of golf professionals by other professions.
Occupational Standards are useful to make clear
routes for career progression, understanding
competences, and the transferability of those
competences to other sectors.
The Occupational Standards for golf provide
a shared understanding of what competences

Picture Supplied by Action Images

are needed to work in the golf industry. The
Occupational Standards will support the golf
sector in developing qualifications, helping
employers to understand the level at which golf
professionals are operating, identifying training
needs, and for golf professionals to have a clear
pathway in their professional development.
The Occupational Standards set a standard at
which golf professionals need to work. As such,
employers looking to employ a golf professional
will know that professionals who work to the
Standards meet a quality standard set by the
industry as a whole.

OCCUPATIONAL STANDARDS - How the Occupational Standards were developed

How The Occupational Standards
Were Developed

In line with the Functional Map (see below) the
Standards were structured under the Key Areas
of:
- “Develop the sport of golf and participant
performance” – which includes golf coaching,
- “Plan, organise and deliver golf events”
- “Manage golf operations”.
The methodology for producing the Standards
was to use existing occupational standards as
a starting point and a benchmark and evaluate
their suitability for use in the project, and where
necessary contextualise them to the golf sector.

It is necessary to reference the following suites
of occupational standards which feature strongly
in the European Occupational Standards for golf
professionals:
-- National Occupational Standards for
Sport (2010), SkillsActive, UK
-- Units of Competency for Golf (2011)
Service Skills Australia, Australia
-- National Occupational Standards for Events
Management (2009), People 1st, UK
-- National Occupational Standards for
Management and Leadership (2012), CfA, UK
The final Standards were consulted on and signed
off by the GOLF STAND project partnership.
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OCCUPATIONAL STANDARDS - How standards are used

How Standards Are Used

The
Occupational
Standards
for
golf
professionals can be used for a range of different
purposes in education and employment.
Golf employers can use the standards to:
-- Describe the skills they need
in their workforce
-- Assess the skills their
workforce currently has
-- Set objectives for performance and appraisal
-- Develop training and recruitment
plans to fill any identified gaps
-- Develop job descriptions/person
specifications identifying the key
skills for a particular job/role
-- Develop job advertisements
-- Develop induction programmes
Education providers can map their courses
to the Standards, to enables them to identify
gaps in provision and so highlight where
there is a need to update material to include
new areas or remove material which is out of
date. New courses can also be developed using
the Standards, basing the learning outcomes
and the syllabus on the areas of competence
in the Standards. Education providers should
also refer to the “Guide to Qualifications and
Learning Outcomes” also developed at part of
the GOLF STAND project.
PGAs of Europe will use the Standards in
their recognition process for approval of the
education programmes of national PGAs.
Finally golf professionals can use the standards
to inform their own practice and to assist them
in making choices about their own continuing
education and career pathway.

Within the GOLF STAND project four main golf
professional job roles have been identified:
-- Assistant Professional
-- Teaching Professional
-- Head Professional
-- Director of Golf
Within the Functional Map on the following
pages there is a suggestion of which of the
Standards could apply to each of these job
roles. This is provided for guidance purposes
and it is recognised that employment as a golf
professional is country specific, context specific
and job specific. Although this suggestion of
which Standards apply to each job is provided,
the Standards can be seen as a “menu” and
Standards can be picked from the full document
as relevant to a particular context.

OCCUPATIONAL STANDARDS - The Functional Map AND the structure of the standards

The Functional Map And The
Structure Of The Standards

Following the EOSE Lifelong Learning Strategy
for Sport and Active Leisure as the main
methodological tool for the GOLF STAND
project, the Occupational Standards were
identified using a process of “functional
analysis”. This meant that firstly a “functional
map” was developed.

The Standards themselves are made up of the
following parts:

This map contains a Key Purpose, which is
a statement of the main purpose of the golf
sector. Key areas are then identified which are
large areas of work in the industry, these are
then broken down in to smaller chunks of work
called Key Roles and finally these are broken
down in to Key Functions which form the unit
titles for the Occupational Standards. Using
this methodology each piece of performance or
knowledge in the standards can be seen to be
contributing to larger function in support of the
aims of the industry.

Performance criteria - These are the criteria
that set out what the golf professional should
be able to do to perform the tasks listed in
that standard well. Performance criteria help
professionals know what good practice looks
like and what they need to do to perform a task
well. They help managers understand what their
staff should be doing if they are to do their job
well.

The Functional Map for Golf Professionals in
Europe is provided on the following page.

Picture Supplied by Action Images

Overview (what this standard is about) - At the
front of every standard there is an overview that
describes what the standard is about and sets
the context for the tasks listed in that standard.

Knowledge and understanding - This section
lists the things that a professional needs to
know and understand in order to effectively
carry out the tasks listed in the standard.
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OCCUPATIONAL STANDARDS - Functional Map for Golf Professionals in Europe

Functional Map
For Golf Professionals In Europe

A11

. De

velo

p an

d ma

intain

oppo
rtun
ities
for p
Cont
artic
proc ribute to
ipatio
edur
t
n an
es fo he deve
d pro
r saf
lo
gres
egua pment
sion
and
rding
in go
child implem
lf (H
ren a
enta
P, DO
nd yo
tion
G)
of po
ung
peop
li
le in cies and
golf
(ALL
)

A12.

velop the spo
A. D e
rt O
F
PARTICIPA
&
f
l
o
g
NT
PERFORM AN CE

A1.
dev Contr
elopm ibut
ent e to th
of gol e
f

A21. Plan

golf coachi
ng sessions
(AP, TP, HP
)
the golf coachin
g environment
(TP, HP, AP)
A23. Conduct effectiv
e golf coaching (AP,
TP, HP)
A24. Plan and deliver a golf coaching program
me (TP, HP)
A22. Organise

A2. Plan, organis
e,
conduct and
evaluate
golf coaching

A25. Evaluate golf coaching (AP, TP, HP)

gol

ve
nt

a

ev

lan
.P

gol
ea
anag
.M
B2

(DO
G,
HP
nt
(DO
(AL )
G
gol
,H
L)
P
fe
ven , AP
)
t (A
LL)

nt

ve

ve

lf e

nt

eve

er
ule

so

fg

olf

at
a

lf e

ag
of

lts
esu

app
l

y th

dr
an

4. I
n

ter
p

ret

and

ma
t

for
he

et
ag

B2

go

go

ta

fa

ya

fet

sa

run
nin
go

ure

he

ns
de

an

ag
et
an
M

isk
ge
r

B2
1.

na

Ma
B2
2.

Ma
n
3.

1.

B1

nd

pa

elo

v
De

olf

)
HP
G,
P)
(DO G, H
t
n
e
v
(DO
lf e ent
go
v
fa
lf e
o
o
pe
ag
co
for
ds
ns
an
a
t
l
p
ep
nc
lop
co
ve
he
De
t
.
2
ree
B1
ag

fe

B1

Within this functional map there is a
suggestion of which Standards relate
to which golf professional job role,
the codes in brackets in the map refer
to the following job roles:
- Assistant Professional (AP)
- Teaching Professional (TP)
- Head Professional (HP)
- Director of Golf (DOG)
- All four job roles (ALL)

ga

f

ent

Pl

B.

er

go

M

KEY PUR
To provide
that enhance
experience
quality

or

li v

A35.

e the coaching
own
A3. Manag
ss and
e
oc
r
p
coach
a
as
role

de

(ALL)
ith golfers
tionships w
s (TP, HP)
er
lf
ef
n
go
ai
of
nt
t needs
)
lop and mai
agemen
ry (ALL
A31. Deve
tyle man
ge inju
the lifes
d mana
rt
)
n
L
a
po
L
t
up
n
(A
S
A32.
preve
tice
g prac
lfers to
TP)
oachin
ssist go
c
r
A
.
lf
io
3
o
3
n
g
A
own
G, Se
P, DO
anage
and m
nel (H
erson
evelop
p
D
.
rt
4
o
3
A
supp
s and
oache
ther c
o
f
o
tion
ntribu
the co
anage
king rela
fective wor

B2

10

ni

lf

se

ev

an

,

&

en

ts

OCCUPATIONAL STANDARDS - Functional Map for Golf Professionals in Europe

G)

FUN

CTIO

ev
elo
p,
im
ith plem
en
im
ta
ple
nd
me
rev
nt
iew
ing
str
str
at
ate
eg
gy
yf
for
or
go
go
lf o
lf
op
pe
er
rat
at
ion
ion
s(
s(
HP
AL
, DO
L)

KEY

NS

ic

eg

ta

at
str

ES

tw

e

ev

.D

3
C1

4.

C1

A RE

AS

i

a

l

na

o

ve

pro

m
oi

et

ng

ha

c
ge

n(

tio

ra
pe

iew

ev

r
nd

, DO
HP

p
elo

mp

–I

, DO
HP

G)

,DO
HP

(
ns

io

rat

pe

o
olf

g

G)

olf

g
for

ce

or
rkf

lo

iew

G

L)

AL

ev

dr

n
pa

ve

De

s(

n
pla

a

an

dm

n
ea

iat

it
. In

nt

me

le
mp

bu

G

v
De

pla

sin

me

ple

m
–I

nt

e
lem

ns
tio

, DO
(HP

ra

ope

G)

, DO
(HP

G)

es
agu

L)

(AL

ns
atio

(HP,

)

DOG

, DO
e
(HP
per
coll
olf o
ith
in g
sw
k
p
r
i
o
sh
a
rat
of w
an
gol
tion
ret
G)
st
lan
ality
nd
rela
p in
P, DO
it a
d qu
ing
1. P
shi
ke planning
r
n
k
u
2
r
r
a
e
s
o
c
C
d
s
n (H
e
s
ta d
a
w
o
i
e
R
e
t
r
e
l
r
.
)
iv
e an
rog
pera
de
uct
C22
G, TP
ovi
he p
olf o
nd
rod
P, DO
or t
. Pr
in g
pp
.U
onit
es (H
ure
C23
elo
t
u
l
m
v
g
u
C1
a
e
al c
and
.D
olle
tion
for c
C24
cate
nisa
ities
Allo
orga
rtun
o
25.
p
p
C
o
p
l
o
d
ve
. De
rning
e an
C26
e lea
eopl rship
rovid
P
.
7
e p eade
G)
C2
(HP, DO
el
tions
Manag
vid
ra
.
e
o
p
2
o
r
C p
f golf
nces o
e fina
G)
age th
n
P, DOG)
a
HP, DO
,
M
ns (TP, H
et (TP
C31.
operatio
a budg
lf
e
o
g
g
r
a
P, DOG)
n
a
rces fo
ations (H
C32. M
al resou
golf oper
e physic
elfare for
g
w
a
d
n
a
an
y
M
curit
C33.
, safety, se
LL)
age health
and staff (A
C34. Man
ribute toe
of customers
ty
fe
C3. Cont
sa
th
d
f
h an
alt
ent o
he
re
em
su
C35. En
manag golf facility
ources (ALL)
icient use of res
C36. Support eff
facilities (TP, HP, DOG)
nce of golf equipment and
C37. Supervise the maintena

C. M A N A G E

G OLF

OPERATIONS

RPOSE:
e services
ance the golf
and enrich
uality of life

im

p,

elo

v
De
5

C1

y

eg

KE Y

nd

a
lop

sis
As

2.

ROL

C1

K EY

C1
1.
D

en

m
ple

s
es

)

LL

A
nt

o

ew

ctiv

e
eff

s

gue

lea

ol
in c

ns

atio

er
f op

C4. Manag

e a project

mar C5. S
ket ell an
ser
vice d
s
C6

.P

ro

vid

e custom
se

er
re f
ca gol
n
w in
e o ess

anagbusin
.M d
C7 an

rv er
ice

C41. Manage

a project (ALL)

C7

ss
L)
ine
AL
us
lf (
lf b
go
go
r in
wn
ree
eo
ca
ag
wn man
nd
ha

lis

eo

tab

ag

Es

an

2.

M

C7

1.

C51. B
uild u
nders
C52.
tandin
Deve
g of th
lop a
e mark
C53.
nd im
et and
Assis
plem
custo
ent m
t
with
mers
C54.
a
rketin
grow
of the
Man
g
in
golf b
plans
age
g the
C55
usine
for go
golf
mem
. Se
ss (AL
lf ope
r
etail
bers
ll go
L)
ra
C56
h
oper
ip (A
tions
lf pr
. Pla
L
a
(Deve
odu
L)
tions
n, m
cts o
lo
p HP,
(HP,
arke
r se
DOG
DOG
rvice
t an
– Imp
)
d se
s fa
leme
ce t
ll se
nt AL
o fa
C61
L)
rvic
c
e (A
es (
.M
LL)
Plan
ana
C6
2. W
DOG
ge
the
, HP
C6
ork
, TP
3.
ach
wit
Pro
–M
iev
ho
mo
arke
em
t
h
te
ent
t AL
ers
eq
L)
of c
to
ua
imp
ust
lity
o
rov
m
an
e
ec
r sa
dd
ust
tisf
ive
om
act
rsi
er
ty
ion
ser
in
in t
vic
go
he
lf o
e (A
gol
pe
LL)
f bu
rat
sin
ion
ess
s (A
(AL
LL)
L)

11

(A
)
LL

12

OCCUPATIONAL STANDARDS - KEY AREA A

KEY AREA A
Develop the sport of golf
& participant performance

OCCUPATIONAL STANDARDS - KEY AREA A

	Page	Key Area Content
14
A1. Contribute to the development of golf
16	A11.	Develop and maintain opportunities for participation and progression in golf
18	A12. Contribute to the development and implementation of policies
			
and procedures for safeguarding children and young people in golf
20
A2. Plan, organise, conduct and evaluate golf coaching
22	A21.	Plan golf coaching sessions
24	A22. 	Organise the golf coaching environment
26	A23. Conduct effective golf coaching
32	A24.	Plan and deliver a golf coaching programme
37	A25. 	Evaluate golf coaching
40		Technical Syllabus
42
A3. Manage the coaching process and own role as a coach
44	A31.	Develop and maintain effective working relationships with golfers
45	A32.	Support the lifestyle management needs of golfers
46	A33.	Assist golfers to prevent and manage injury
49	A34.	Develop and manage golf coaching practice
50	A35.	Manage the contribution of other coaches and support personnel
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OCCUPATIONAL STANDARDS - KEY ROLE A1
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OCCUPATIONAL STANDARDS - KEY ROLE A1

A1.
Contribute to the
development of golf
A11.	Develop and maintain opportunities for participation and progression in golf
A12.
Contribute to the development and implementation of policies
and procedures for safeguarding children and young people in golf

15

16

OCCUPATIONAL STANDARDS - KEY FUNCTION A11

A11.
Develop and maintain opportunities for
participation and progression in golf

What this standard is about:
This standard is about taking a planned approach to attempting to raise participation and enhance
progression possibilities for golfers. Being able to make clear plans and frameworks for how golf will
increase participation and the progression of golfers is key to the successful development of golf and
its profile.

Performance Criteria
The individual should be able to:

Develop a plan for participation and progression
1.
2.
3.
4.
5.
6.
7.

Collect, analyse and take account of the views and needs of all relevant people involved in
developing the plan including golfers, owners and staff, and the local community
Research and analyse frameworks for participation and progression in other golf organisations
and other sports
Ensure the plan will encourage and enable participation and progression according to the
policies of the organisation and external agencies
Consider issues such as competitions, coaching, award schemes and representative teams in
the development of the plan
Ensure the plan provides for equality, fair play and an ethical approach
Ensure the plan emphasises fun and enjoyment
Ensure the plan is linked to overall organisational strategy and other organisational
frameworks

Define targets for participation and progression
8.
9.
10.

Establish the current situation and potential for participation and progression
Set targets that are realistic but challenging – targets could include numbers, levels of
performance, financial return
Regularly review targets and update them after discussion with key stakeholders

Co-ordinate the implementation of the plan
11.
12.
13.
14.

Identify the competences and attributes of people involved in the plan and make sure they are
effectively deployed
Obtain the physical and financial resources you needed to implement the plan
Establish the plan within required timescales and costs
Provide the necessary information to people involved in the plan

Review the plan for participation and progression
15.
16.
17.
18.

Collect and analyse feedback from people involved in the plan and other relevant data and
information
Develop and present conclusions and recommendations to decision makers
Ensure decisions and actions resulting from the evaluation are acted upon promptly
Feedback the results of evaluation and review to people involved in the plan

OCCUPATIONAL STANDARDS - KEY FUNCTION A11

Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.
K15.
K16.
K17.
K18.
K19.
K20.
K21.
K22.
K23.

The benefits of participation and progression in golf
The importance of providing opportunities for participation and progression in golf
The motivations of people participating in golf and how to capitalise on their aspirations
The range of golf facilities required to increase participation and progression in golf
How to collect and evaluate information about needs of those involved in golf
How to adapt games and activities to increase participation and progression in golf
The role of competitions in developing participation and progression in golf
How to make the golfing experience fun and enjoyable to increase the chances of future
participation
How to use golf coaching in an effective manner to increase participation and progression
How plans will differ for different types of golfer, eg children and adults
How to attract golfers from a non-traditional golfing background to the sport
Progression pathways for talented golfers
How to select and appoint people to assist in the development and implementation of plans
for participation and progression
Other organisations with similar frameworks for participation and progression
The roles of national organisations which could include but not be limited to federations
and PGAs.
The policies and wider aims and objectives of the organisation in relation to plans for
participation and progression
Principles of equality and diversity
How to establish the organisation’s current position
How to measure the success of aims and objectives for participation and progression
How to identify the resource requirements to implement the plans
How to collect and analyse feedback
How to write reports, drawing conclusions and making recommendations
The importance of sharing results of reviews with colleagues and disseminating decisions
taken to all those involved

17
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OCCUPATIONAL STANDARDS - KEY FUNCTION A12

A12.
Contribute the development and implementation
of policies and procedures for safeguarding
children and young people in golf
What this standard is about:
This standard covers the main aspects of developing and implementing policies and procedures that
safeguard children and young people who participate in golf. This area of work is often known as
Child Protection. Golf can play a major part in the lives of many children and young people. Whatever
their level of involvement, it is important that all children and young people can participate and
compete in a golf environment which keeps them safe from harm and abuse. Federations, clubs and
other golf organisations have an important responsibility for this.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.

Research and keep up-to-date with national requirements, standards and good practice from
relevant organisations
Organise and process the information collected to help to develop safeguarding policies and
procedures
Examine any existing policies and procedures to check these are compliant with the
requirements and standards of relevant organisations
Draft new policies and procedures in line with the analysis of requirements and
recommendations for good practice
Ensure there is clear information on policies and procedures for all relevant members of the
organisation
Develop and resource plans to implement policies and procedures working with appropriate
people within the organisation and, where appropriate with other organisations
Ensure that plans are fully understood and agreed to by relevant staff
Monitor the implementation of plans on a regular basis, ensure that plans are being
implemented as agreed, or make adjustments as necessary
Collect and analyse information about the implementation of policies and procedures
Compare the organisation’s performance with plans, targets and any new requirements or
recommendations
Identify areas where improvements and updates could be made
Consult on the conclusions and recommendations with relevant organisations and
stakeholders and decision makers in the organisation
Update policies and procedures accordingly

OCCUPATIONAL STANDARDS - KEY FUNCTION A12

Knowledge and understanding
The individual should know and understand:
K1.

K2.
K3.
K4.
K5.
K6.
K7.
K8.

K9.
K10.
K11.
K12.
K13.
K14.
K15.
K16.
K17.
K18.
K19.
K20.
K21.
K22.

Topics covered in policies and procedures: safeguarding policy, procedures and systems for
safeguarding, prevention of abuse, codes of practice and behaviour, equity, education and
training, access to advice and support, implementation and monitoring
The legal requirements covering safeguarding and protecting children and young people as
they apply to golf organisations
Definitions of child abuse, safeguarding and child protection: behaviour that’s harmful to
children and young people, indicators of abuse, definitions of abuse
The importance of safeguarding and protecting children and young people for ethical
sporting practice
National and local organisations with a remit for safeguarding children and young people,
their responsibilities and powers and how to liaise with them
National and local frameworks for safeguarding children and young people
Key sources of information on safeguarding
Detailed requirements and standards of good practice for: safeguarding policy, procedures
and systems for child protection, prevention of abuse, codes of practice and behaviour,
equity, education and training, access to advice and support, implementation and
monitoring
Their organisation’s current policies and procedures for safeguarding and how to measure
these against up-to-date requirements and recommendations for good practice
The procedures to follow to develop safeguarding policies and procedures ‘from scratch’
How to draft policies and procedures for safeguarding
The importance of ensuring that policies and procedures are compatible with their
organisation’s values and working practices
Who they should consult with regarding draft policies and procedures
Why it is important to ensure policies and procedures are supported by their organisation
and its constitution
The specific job roles of people in their organisation who need information, what types of
information each needs and how to present this information clearly for them
How to plan for the implementation of policies and procedures
Who to work with to develop plans
How to develop targets for safeguarding and what these are likely to cover
Who should be involved in the implementation of policies and procedures and how to gain
the understanding and support
Which organisations to liaise with and report to during implementation
Why it is important to be able to adjust implementation plans and how to do so
What information should be collected to evaluate policies and procedures

19
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OCCUPATIONAL STANDARDS - KEY ROLE A2

A2.
Plan, organise, conduct
and evaluate golf coaching
A21.	Plan golf coaching sessions
A22. 	Organise the golf coaching environment
A23.
Conduct effective golf coaching
A24.	Plan and deliver a golf coaching programme
A25. 	Evaluate golf coaching

21
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OCCUPATIONAL STANDARDS - KEY FUNCTION A21

A21.
Plan golf
coaching sessions

What this standard is about:
This standard is about working with golfers to analyse current and potential golf performance, needs
and aspirations and plan appropriate golf coaching sessions. Planning and preparation are essential
to successful golf coaching sessions. It is important to analyse golfers’ past and current participation
and performance, identify the golfers’ stage of development and agree appropriate goals and
activities. The golfer must be at the centre of this process.

Performance Criteria
The individual should be able to:

Collect and analyse information about golf participants
1.
2.
3.
4.
5.

Collect relevant information using appropriate methods of initial assessment
Undertake performance analysis with golfers
Analyse the information and identify golfers’ needs and implications for planning the golf
coaching sessions
Identify the skills of golf1 to be developed
Identify physical, psychological and social factors which may affect the acquisition of the skills
of golf

Select goals for the golf coaching session
6.
7.

Identify and agree goals for golf coaching sessions with the golfer/s
Ensure session goals are consistent with the overall aims of the golf coaching programme

Select and plan activities for the golf coaching session
8.
9.
10.
11.
12.
13.
14.
15.

1

Identify activities for each session that will motivate the golfer/s and achieve the planned
goals
Plan for fun and enjoyment in the sessions
Plan for a balance of golf instruction, activity and discussion within the sessions
Identify the type of golf facility and the resources needed for sessions
Select activities to improve the skills of golf - putting, chipping, pitching, bunker play, full
swing, and on course situations
Identify appropriate teaching methods and coaching styles to develop the skills of golf
Identify the information which should be collected to evaluate sessions
Carry out a risk assessment for planned activities

See Technical Syllabus
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Knowledge and understanding
The individual should know and understand:

For the whole unit
K1.
K2.
K3.
K4.

Relevant coaching resources from the National PGA / Federation or other coach related
organisations
Types of learning and coaching styles
Fun and enjoyment in the sessions and their impact on the learning process of the activities
in the sessions
The stages of development and how they affect golf coaching sessions

Collect and analyse information about golf participants
K5.

K6.

K7.
K8.
K9.

Types of information which can be collected from golfers to include experience, stage of
development, impairments, medical conditions, aims of the overall programme, learning
styles, evaluations and action plans of previous sessions, and golf facilities needed for the
sessions
How to use different methods of initial assessment with golfers to include physical and
technical screening, interview, observation and the review of previous coaching notes or
digital media
How to analyse information and identify the implications for the golf coaching sessions and
the golfers
The definition, role, purpose, technology and benefit of performance analysis, its various
sub-disciplines (notational analysis; biomechanics; skill acquisition) in the coaching process
The process of interpreting and using analysis information to inform golf coaching practice
and coaching activities to bring about improvement

Select goals for the golf coaching session
K10.
K11.

Types of goals that golfers can have including improve skills and techniques, improve
tactical ability, fun and enjoyment, improve score performance, eg: golf handicap
The purpose of goal selection – to motivate, to inform, to create a learning environment and
the link to improved performance

Select and plan activities for the golf coaching session
K12.
K13.

K14.
K15.
K16.
K17.
K18.

How to plan golf coaching sessions for both individuals and groups
Types of resources required for golf coaching sessions to include environment for the
sessions, golf equipment for the sessions, personal clothing and equipment, support from
other staff, teaching aids and technological devices, eg, computer aided swing analysis /
digital recording, ball launch monitor / biofeedback 3D motion capture / force plates and a
range of training aids including charts, mirrors, impact bags, hinged clubs, splash boards,
putting alignment disks, lie boards, shafts
How to identify activities that will help the golfers to achieve the goals you have set
How to plan and take account of the type, intensity, duration and sequencing of activities
appropriate to the golfers
Plan for a balance of activities, instruction and discussion
How to plan golf coaching sessions for golfers with a disability
How to plan for evaluation of the golf coaching session
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A22.
Organise the golf
coaching environment

What this standard is about:
This standard is about preparing the golf coaching environment. Coaching involves providing a safe
and ethical environment where a golfer is able to maximize their potential within golf. For golf golfers
to achieve their potential, they must learn in an environment that is safe, supportive and free from
distractions.

Performance Criteria
The individual should be able to:

Prepare resources and facilities for golf coaching sessions
1.
2.
3.
4.

Organise the golf facility and resources in a way that is appropriate for planned golf coaching
sessions and the golfers
Ensure the coaching environment is safe, appropriate and conducive to learning for all golfers
Make sure other people involved in the session have the information they need
Assist with the development of the facility in relation to improving the coaching environment

Establish and maintain a safe environment for golf coaching
5.
6.
7.
8.
9.
10.

Make sure golfers and others have the necessary information about health and safety
requirements for the session and relevant emergency procedures
Ensure all golf equipment and facilities meet health, safety and other legal requirements
Take account of conditions and external influences
Identify possible hazards and assess the likelihood of hazards causing harm
Implement planned procedures for managing risk during the sessions
Follow organisational health and safety requirements
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Knowledge and understanding
The individual should know and understand:

Prepare resources for golf coaching sessions
K1.

K2.
K3.
K4.

How to prepare a range of resources for golf coaching sessions which can include the golf
facility for the sessions, golf equipment for the sessions, personal clothing and equipment,
support from other staff, teaching aids and technological devices, eg, computer aided swing
analysis / digital recording, ball launch monitor / biofeedback 3D motion capture / force
plates and a range of training aids including charts, mirrors, impact bags, hinged clubs,
splash boards, putting alignment disks, lie boards, shafts
The correct procedures associated with preparing golf resources – checking the resources,
correct lift and handling techniques, correct set up and arrangement of resources
How to make sure different environments are safe, appropriate and conducive to learning
including the golf course, driving range or other appropriate spaces
Other people involved in the golf coaching process who can include coaching staff, support
staff, facility staff, parents/carers

Establish and maintain a safe environment for golf coaching
K5.
K6.

K7.

K8.
K9.
K10.
K11.
K12.
K13.

How to prepare the golf coaching environment for both individuals and groups
Typical hazards which can relate to activities in golf coaching sessions: other activities
happening at the same time, equipment, the physical environment in which the sessions will
take place, competence of staff involved, golfer behaviour, golfer special needs and medical
conditions
Conditions and external influences which can affect golf coaching sessions: environmental/
weather conditions, golf course access, cost to participate, eg, green fees, specialised
equipment and dress, course condition
Health and safety requirements which can relate to the golf coaching process, including:
teaching bay and range organisation, personal equipment, golf etiquette
The requirements for health and safety that are relevant to the activities which are being
planned
Correct equipment and clothing for golf
How to structure the programme to prevent injury – warm up, cool down, skill activities
delivered to suit the physical readiness of the golfer
How to revise session planning to minimise any risks due to – the environment, golfers,
change due to emergency, change due to external influences
The health and safety information you must communicate to golfers and other people and
how to communicate this information
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A23.
Conduct effective
golf coaching sessions

What this standard is about:
This standard is about directly coaching golfers. The golf participant comes to the golf professional
because they want to improve their golf performance. The professional’s role is to use their expertise
to assist this process. This involves the thorough preparation of the golfers, giving them clear
instructions, explanations and demonstrations of the skills and techniques of golf, giving them the
opportunity to practice these and correcting what they do, with clear and positive feedback. Golf
coaching sessions must take account of the golfers’ stage of development as well as being relevant to
the phase of the overall golf coaching programme. It is important that coaches ensure the golfer is at
the centre of the process. This standard covers individuals and groups.

Performance Criteria
The individual should be able to:

Prepare self, resources and participants for golf coaching
1.
2.
3.
4.
5.
6.
7.
8.

Meet the golfers punctually and make them feel welcome and at ease
Check the golfers’ level of experience, ability and physical and mental readiness to participate
Make sure golfers have the correct equipment and clothing
Deliver warm-up activities appropriate to the session and the golfers
Assess golfer readiness to perform the skills of golf2
Confirm and revise your plans for the session, if necessary
Explain and agree the goals the golfers aim to achieve
Provide safety instructions, eg what they should and should not do, when to swing a golf
club, the hitting line, the clothing that they should wear, issues around swinging the club, and
gathering balls after hitting

Analyse the skills of golf
9.

10.
11.
12.
13.
14.
15.
16.
17.

Identify and document Golf swing movement from a bio-mechanical perspective and linked to
ball flight laws. Considers swing principles and preferences in the context of golf skills and
their influences
Identify cause and effect relationships and document their relationship to error identification
and correction
Identify the golf swing and its purpose and break the swing into components, of pre-swing
(set-up), backswing and forward swing fundamentals
Identify observable body movements for each stage of the swing in priority of importance and
options to performance of the swing in regards to pre-swing and in-swing fundamentals
Identify variances in swing mechanics for an extensive variety of shot types
Explain swing fundamentals in terms of their effect on the ball flight laws, (along with swing
principles and preferences)
Evaluate a variety of techniques of the skills of golf
Use appropriate technological aids to assist the assessment of technique including but not
exclusively video assessment and computer enhanced assessment systems
Detect patterns of errors, by use of round analysis charts and statistical results
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Conduct drills, activities and/or games to teach or develop the skills of golf
18.
19.
20.
21.
22.
23.
24.
25.
26.
27.
28.
29.
30.
31.
32.

Provide golfers with information about the planned activities and how these support their
goals
Select and use methods of motivating the golfers
Balance the needs of individuals and groups where relevant
Check the golfers’ understanding of instructions and give them the opportunity to ask
questions
Select teaching methods and coaching style to match the golfers readiness to learn the skills
of golf and the equipment available
Allocate sufficient space and resources for the drills, activities and/or games
Deliver drills, activities and/or games to increase consistency and reliability and develop
accuracy
Deliver relevant and technically correct information, explanations and demonstrations to
conduct drills, activities and/or games for golf
Use appropriate teaching aids and technological devices to supplement presentations and to
assist in diagnosis of errors and their correction
Place emphasis on practical involvement when adjusting and refining skills on an
individualised basis
Observe the golfers drills, activities and/or games to ensure they are conducted in accord with
the safety considerations and accepted good practice of golf
Observe players and recognise when and how intervention should take place to improve
individual skill performance
Observe and analyse golfers skill execution and apply a range of correction techniques to all
learning stages and player ability levels
Apply specific and appropriate correction techniques to improve skill execution on an
individualised and/or group basis, dependant upon the golfers learning style
Undertake observation with minimal disruption to the flow of the drills, activities and/or
games

Conclude golf coaching sessions
33.
34.
35.
36.
37.
38.
39.

2

Allow sufficient time to end the session
Deliver cool down activities appropriate to the session and golfers
Encourage the golfers to give feedback and identify further needs
Give the golfers an accurate summary of your feedback on the session
Make sure the golfers have the information they need about the sport/activity and future
opportunities to take part
Follow the correct procedures for checking and dealing with any equipment used
Leave the environment in a condition acceptable for future use

See Technical Syllabus
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Knowledge and understanding
The individual should know and understand:

For the whole unit
K1.

K2.

K3.
K4.
K5.

K6.
K7.

K8.
K9.
K10.
K11.

K12.
K13.
K14.
K15.

How to place the golfer at the centre of the process; when coaching, the coach should
support, co-ordinate and manage the process, always starting with the identification and
recognition of the golfer’s needs and should aim to address those needs via their golf
coaching
How to empower golfers, supporting their right to make choices, discover their own
solutions, and enable them to participate and develop at their own pace and in their own
way within the confines of the environment
How to provide opportunities and an environment that motivates, recognises and values
diversity, controls risk, engenders challenge, enjoyment and above all achievement.
How to grow golfer’s confidence and self esteem.
How to integrate the roles of supporting personnel (e.g. Nutritionist, Psychologist, Physician,
Physiotherapist, Physiologist) and utilise golf structures for identifying support, including
recognition of when to refer issues to specialists
How to act as a role model by maintaining the highest standards of personal conduct and
projecting a favourable image of golf
The integration of decision making techniques within golf coaching practice including –
decision making models and their relevance to the coaching environment, the use of rapid
responses and reflective responses, fundamental practice of critical thinking and decision
making including formulating inferences, calculating likelihood’s, making decisions
associated with the task/environment/golfer/coach, awareness of counterarguments,
refection on decisions made
The principles of skill development
Factors effecting skill development including: environmental, physiological, psychological
and biomechanical constraint
Definitions of skill coordination, motor skill learning, skill acquisition, skill retention, skill
transfer
Methods of analysis; Definition of performance analysis and the role, purpose and benefits
of performance analysis, the process of interpreting and using analysis information
to inform golf coaching practice, identification of movement patterns; body segment
measurement; efficiency of movement; analysis techniques – video, photo, computer
modelling.
Feedback: intrinsic; extrinsic; knowledge of results; knowledge of performance; frequency;
accuracy; timing; nature
Assessing and responding to situations: anticipation; experience; memory – short-term,
long-term; learning; decision-making; response time; movement time; anticipation
Executing and controlling movement: error detection and correction
Information processing – sensory input, perception, decision making, motor output,
feedback models, social facilitation
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The game of golf
K16.
K17.
K18.
K19.
K20.

The rules/regulations of golf appropriate to the level of golfer
The history, traditions and spirit of the game and golf etiquette
How to interpret and communicate the rules/regulations of golf
The Golf Handicap system and how to score and process results
Common game formats: Stroke play, Match play, Four ball best ball, Foursomes and mixed
foursomes

The coaching process
K21.
K22.
K23.
K24.
K25.
K26.
K27.
K28.
K29.
K30.
K31.
K32.

Demonstrations, type of demonstrations, use and purpose of demonstrations, which
encourage learning
Instruction, type of instructions, use and purpose of instructions that encourage learning
How to structure instruction, facilitation, and demonstration.
How to structure verbal and non-verbal communication that is appropriate to the golfer
Facilitation, type of facilitation, use and purpose of facilitation
How to use appropriate questioning techniques to improve performance
The importance of listening skills in the communication process
Feedback principles and practice - including; the purpose of receiving feedback from the
golfer and ways of receiving feedback from the golfer
How to deal with individual needs in groups (differentiation)
How to identify and organise group work activities
How to identify and manage group dynamics.
The principles of behaviour management

Technical knowledge of the skills and concepts of golf
K33.
K34.
K35.
K36.
K37.
K38.
K39.
K40.
K41.
K42.
K43.
K44.
K45.
K46.
K47.
K48.
K49.
K50.
K51.

Control of ball flight
Factors associated with accuracy, distance, direction and spin
Golf terminology: appropriate golf terms and their definitions
Impact factors
Pre swing factors and the effect on in swing factors
In swing factors: Movement of the body
In swing factors: Movement of the club
Kinematic chain, centre of pressure, X-factor and X-factor stretch
Laws, principles and preferences
Mental game factors: concentration, visualisation, emotional control etc:
Tactics and playing strategy
Use of technology
Planning tournament play
The skills of golf in order to teach these skills to others
The cause and effect relationships in the skills of golf
Golf terminology and its application to the skills of golf
Drills, activities and games to teach the skills of golf
Relevant equipment and safety requirements for safe participation in golf
Golf organisation and governance

29

30

OCCUPATIONAL STANDARDS - KEY FUNCTION A23

Prepare self, resources and participants for golf coaching
K52.
K53.
K54.

K55.

K56.
K57.
K58.
K59.
K60.

Techniques you can use to help golfers – particularly new golfers and children – to feel
welcome and at ease
Correct equipment and clothing for golf and the purpose of checking this before a session
Ways of introducing the session to the golfers – verbal instruction, use of questioning
to introduce the activity, effective demonstrations, the timing and balance between the
different methods. The purpose of the different methods
Methods of checking the golfer’s level of experience, ability and physical readiness to take
part. – Using questioning, mini tasks to check skill and physical level, using the warm up to
check physical ability, using a combined approach
How to ensure coaching is appropriate to all golfers including those with a disability
The purpose of the warm up and a range of warm up activities appropriate for golfers - time
spent on the warm up, using golf to warm up, other types of warm up activities
The purpose of explaining the planned activities to the golfers - to clarify the aims of the
session, to reinforce individual goals of the golfer, to motivate, to check understanding
The importance of identifying the needs of disabled golfers
How to gather and check information on the golfer’s abilities and interpret the implications

Analyse the skills of golf
K61.
K62.
K63.
K64.
K65.
K66.

Bio-mechanical and ball flight laws
The purpose of the golf swing and how to break the swing into components, of pre-swing
(set-up), backswing and forward swing fundamentals
Principles of swing mechanics for an extensive variety of shot types
Swing fundamentals in terms of their effect on the ball flight laws, (along with swing
principles and preferences) and pre-swing factors and likely effects on swing fundamentals
How to use teaching aids and technological aids to assist the assessment of technique (i.e.,
video assessment and/or computer enhanced assessment systems)
How to detect patterns of errors, by use of round analysis charts and statistical results

Conduct drills, activities and/or games to teach or develop the skills of golf
K67.

K68.

K69.
K70.
K71.

Drills, activities and/or games that are designed to teach or develop the skills of golf should
include impact drills, entering and outcome based performance tasks, posture drills, swing
plane, release drills, on course modified games, eg, two ball worst ball
Coaching methods which can include demonstration, facilitation, explanation, effective
questioning, peer tutoring, feedback and refinement, setting appropriate activities,
command and response
Coaching styles can include guided discovery, experiential learning, problem solving,
directive
How to conduct effective golf coaching for individuals and groups
How to identify the modifications and adaptations to the activity and equipment to meet the
needs of disabled golfers
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K72.
K73.

How to adapt the coaching session structure to the needs of disabled golfers
The purpose of analysis of golfers performance – Facilitate learning of the skill through –
identification of strengths and weaknesses in the appropriate context, through feedback and
reinforcement at the appropriate time, through encouraging the athlete to take control of
decision making in the appropriate context

Conclude golf coaching sessions
K74.
K75.
K76.
K77.
K78.
K79.
K80.
K81.

Techniques you can use to bring the coaching session to a successful conclusion
The purpose and value of the cool down and a range of cool down activities
Ways of receiving feedback from the golfers
How to give feedback, good practice in feedback techniques – the ratio of positive to
negative feedback, constructive feedback
Information about future sessions that can be provided to golfers and why this is important
What to look for when checking equipment following use and the procedures you should
follow for dealing with equipment
Duty of care in supervising the departure of golfers, in particular children
The purpose of leaving the coaching environment in a fit state for future use
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A24.
Plan and deliver
a golf coaching programme

What this standard is about:
This unit is about planning and delivering a fixed term programme of golf coaching sessions to
address short, medium and long term goals. This involves goal setting and programme design
and preparation. Planning and preparation are essential to a successful golf coaching programme.
It is important to analyse golfers’ past, and current, participation and performance, identify the
golfers’ stage of development and negotiate appropriate goals and activities. These must be planned
in a logical and progressive manner that will assist the golfers’ development at all stages of the
programme. Once a coaching programme has been planned and prepared, those plans need to be
put into place in a way that is flexible and responsive to the golfers’ needs. The golfer must be at the
centre of this process.

Performance Criteria
The individual should be able to:

Analyse current golf performance and potential
1.
2.
3.
4.

Collect accurate information relevant to the golfers and the skills of golf3
Analyse the information and identify golfer’s needs and key performance factors
Share your analysis with the golfers, coaches and support staff
Take account of golfer’s feedback on the analysis of current performance and potential

Set programme goals appropriate to performance factors and participant needs
5.
6.
7.

Negotiate and agree goals with golfers including a discussion of timeframe and golfer time
investment
Make sure that the goals reflect analysis of the golfers’ level of development
Record the agreed goals in a clear format

Design and plan golf coaching programmes to achieve goals
8.
9.
10.
11.
12.
13.
14.
15.
16.
17.

3

Identify relevant sources of information and materials that can help to plan activities
Select activities that are consistent with analysis of performance factors, levels of development
and the agreed goals
Make sure these activities are consistent with agreed good practice in golf
Determine a suitable teaching/practice programme specific to the golfer
Plan sessions that progressively link activities to help golfers achieve agreed goals
Plan realistic timings, sequences, intensity and duration for each session
Plan session content in relation to competition and training cycle
Plan for sessions to be fun and enjoyable
Record plans in a format that will help you and others to implement the programme
Share your planned activities with the golfers and others and take account of their feedback

See Technical Syllabus
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Plan the resources needed for the golf coaching programme
18.
19.
20.
21.

Identify the resources necessary to implement the planned programme
Ensure the resources are in line with accepted good practice in golf and are within the budget
for the programme
Document the planned resources for each planned session
Plan, organise, manage and evaluate the management of the players participation in golf,
other coaches, the integration of sport science experts, and all people related to the golf
organisation

Plan to evaluate golf coaching programmes
22.
23.
24.

Develop and agree methods of evaluating performance that are safe, valid and reliable
Plan a schedule for the evaluation and identify how others will support the evaluation plan
Ensure that the outcomes of evaluation will be used for performance development

Initiate the golf coaching programme
25.
26.
27.
28.
29.
30.

4

Ensure golfers and staff have all the information they need about the programme
Ensure that the golfers have access to the resources they need
Select and apply a style of coaching that is appropriate to the golfers, staff and the demands
of the programme
Ensure that the programme can be modified to suit the changing environment and the golfers
needs
Deliver sessions which effectively teach the skills of golf4
Market golf coaching programmes effectively

Refer to standard A23 Conduct effective golf coaching sessions
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Knowledge and understanding
The individual should know and understand:

For the whole unit
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.

K10.

K11.
K12.
K13.
K14.

K15.
K16.

K17.

How to plan and deliver golf coaching programmes for individuals and groups
How to plan and deliver golf coaching programmes for disabled golfers
The principles and processes involved in planning and periodisation
How and when to use planning and periodisation in relation to the stage of development of
the athlete
How to identify the different types of periodisation
How to plan and implement periodisation over a medium term coaching programme
Modelling of training and competition activities
Planning the programme to include: appropriate training to competition ratios, optimal skill
development (including technical and tactical skills)
Planning principles and practice to include: defining a programme, ways of developing
a programme, ways of documenting and agreeing aims and goals of the programme,
management of individual components within the programme, management of human
and physical resources, managing the coaching environment including analysis of risk,
considerations of contingency plans. Processes for evaluating golfer’s performance and
planning actions
How to take into consideration golfers learning styles when implementing the programme
including models of learning process and their effect on the coaching environment, methods
of learning concepts and physical skills, the use of delivery methods and coaching styles and
their effect on golfers learning.
Differences in the way individuals learn, helping golfers understand their method of learning
The role of coaching styles in golfer development.
Types of learning that are best achieved and supported through the coaching styles
Experiential learning theories, action learning, adult learning, learning and stages of
development, independent learning, differences in learning styles, why learning styles are
considered
How the principles and practice of stages of golfer development affect what and how the
coach plans and coaches during the session/programme.
The stages of development including: different stages of maturation, physical, psychological
and emotional changes at each stage of maturation, the influence of training and
competition on the stages of development, the application of developmental stages to the
coaching environment
The differences between child and adult development and how this effects coaching in
terms of structure, content and delivery of the session
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Analyse and evaluate current golf performance and potential
K18.

K19.
K20.
K21.

Collecting information: what information to collect – past and present performance
information, information on the sport, events and competitions, information on lifestyle,
environmental factors and equipment technology of the golfers and the sport, risk,
assessment information, analysis and interpretation of previous and current performance;
methods to collect and record information – questionnaire, health screening, fitness and
sport specific testing, discussion groups, video and notational analysis, the importance of
collecting accurate and up to date information
How to identify and decide on individual learning needs
How to identify and focus on relevant and valid evidence of past and present performance
and competence
How to choose and use appropriate types of initial assessment of athletic performance
including: -use of paper based resources, questionnaires, and initial assessments.
Performance profiling tools, effective questioning, promoting discussion, recording
information

Set programme goals appropriate to performance factors and golfer needs
K22.

K23.

Goals typically used in golf coaching programmes, which can include improve physical
ability, improve skills and techniques, improve tactical ability, provide fun and enjoyment,
improve score performance, eg: golf handicap
The process of goal setting

Design and plan golf coaching programmes to achieve goals
K24.
K25.
K26.

Staff who may be involved in the golf coaching programme, who can include other coaches
and support personnel
How to decide on the design of the coaching programmes which will enable different golfers
needs and stages of development to be met, including those with a disability
How to plan a programme for all golfers including those with a disability

Plan the resources needed for the golf coaching programme
K27.

K28.
K29.

Resources which can be used in planning and delivering a golf coaching programme, which
can include environment for the sessions, golf equipment for the sessions, personal clothing
and equipment, teaching aids and technological devices
How to choose and prepare appropriate materials and resources to use with the activities
The management of the players participation (motivation, affiliation, etc.), the performance
of other coaches (staff analysis and administration), the integration of sport science experts,
and all people related to the sports organisation.
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Initiate the golf coaching programme
K30.
K31.
K32.

How to structure the use of coaching styles within the sessions
How to choose from a range of coaching techniques
How to market self and golf coaching programmes

Physical conditioning for competition
K33.

K34.
K35.
K36.
K37.

Components of fitness: physical fitness - aerobic endurance, muscular endurance, flexibility,
speed, strength, power, body composition; skill-related fitness - speed, agility, balance, coordination, power, reaction time
Physical capabilities required for golf
Principles of training and injury prevention: overload; specificity; progression; individual
differences; frequency, intensity
Methods of training different physical components in golfers (speed, agility, strength,
power, endurance)
Basic anatomy, biomechanical principles and physiology as relevant to golf

Mental Skills for competition
K38.
K39.
K40.
K41.
K42.

Key concepts: confidence, concentration, motivation (including different motivating factors),
emotional control, cohesion;
Mental capabilities required for golf
Principles of golfer development including the different stages of cognitive, emotional and
social development and golfer differences
Profiling of mental skills in golfers
Basic interventions for mental skills development in golfers, relating to both training and
competition

Basic nutrition for competition
K43.
K44.
K45.
K46.
K47.

Food groups; meat; vegetables; fruit; dairy; breads and cereals; fats and oils
Nutrients: carbohydrates; fat; protein; vitamins; minerals; water
Healthy eating: sources of nutrients from food groups; energy and nutrients; government
and advisory body guidelines; eating patterns and habits
Nutrition and exercise: fuels for exercise – carbohydrates, fats; fluids; sports drinks;
dehydration; rehydration
Food labels: nutritional information; calculating nutrients

OCCUPATIONAL STANDARDS - KEY FUNCTION A25

A25.
Evaluate golf
coaching

What this standard is about:
This standard is about monitoring and evaluating golf coaching sessions and programmes and
carrying out an evaluation which draws out lessons for future practice. Golf coaching is about trying
to continuously improve the golfer. This can be done through evaluating coaching sessions and
programmes in an objective way.

Performance Criteria
The individual should be able to:

Evaluate participant performance
1.
2.
3.
4.
5.
6.
7.
8.
9.

Carry out golfer evaluations at planned points incorporating the skills of golf5
Use planned evaluation methods
Involve golfers in the review process
Review golfer performance against their planned goals
Measure and identify golfer progress
Use golf related monitoring techniques in the evaluation of performance
Discuss the outcomes of your evaluation with the golfers
Agree how to progress or adapt golfer goals
Record all aspects of your evaluation for future reference

Evaluate golf coaching sessions
10.
11.
12.
13.
14.
15.
16.
17.
18.

5

Review all aspects of the planning and delivery of the coaching sessions
Review the outcomes of coaching sessions in the light of feedback from golfers and other
people involved in the session
Review the sessions in terms of fun, enjoyment, motivation and retention
Identify how closely the outcomes and feedback met the critical success factors for the
sessions
Identify how effective the planned activities for the session were
Identify how effective your management of the sessions was, including health, safety and
welfare issues
Identify ways in which future coaching sessions could be improved
Where possible, discuss your evaluation with an appropriate colleague and take account of
their views
Record all aspects of your evaluation for future reference

See Technical Syllabus
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Monitor the golf coaching programme
19.
20.
21.
22.
23.
24.
25.
26.
27.

Collect and record relevant information at planned points throughout the programme
incorporating the skills of golf
Check to ensure the information is valid and reliable
Collate the information in a way that will help to analyse it
Provide information to other staff when they require it or when you need specialist advice
Explain to the golfers what the evaluation is for and how it fits into the coaching programme
Evaluate golfer performance using safe and reliable methods relevant to programme goals
Encourage the golfers to express their views on their progress
Base your review of golfers’ performance progress on their views, your information and any
external factors
Give positive and timely feedback during the review

Evaluate the golf coaching programme
28.
29.
30.

31.
32.
33.
34.
35.
36.
37.

Choose the most appropriate way of evaluating the programme
Inform the golfers and staff of the evaluation and encourage them to give their views
Analyse the information and feedback and evaluate:
- whether the programme met its goals
- the content, structure, balance and processes of the programme
- the availability and content of resources
- own performance and behaviour and the performance and behaviour of golfers and others
Treat confidential information appropriately
Record recommendations for improvement to future programmes
Adapt the golf coaching programme
Identify goals and components of the programme that need to be adapted
Identify and agree adaptations to goals and the programme with golfers and staff
Introduce and communicate the changes in a way that is appropriate to the golfers and their
needs and the staff involved
Amend your plans for the programme
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Knowledge and understanding
The individual should know and understand:
K1.

K2.
K3.
K4.
K5.

K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.

K15.
K16.
K17.
K18.
K19.
K20.

Participant goals, which can include improve physical ability, improve mental ability,
improve skills and techniques, improve tactical ability, provide fun and enjoyment, improve
score performance, eg: golf handicap
Monitoring techniques, which can include handicap/score averages, round analysis and
performance charting, carry distance profiling
Resources, which can include facilities, equipment, materials, finance
How to evaluate golf coaching for individuals and groups
The use of performance analysis techniques to assess, monitor and evaluate the
effectiveness of coaching interventions in bringing about change and transfer of athlete
and/or coach behaviour for performance improvement
The role of the coach in attempting to continuously improve golfers’ performance
The importance of evaluation and continuing professional development to the coaching
process
Aspects of personal coaching practice that should be evaluated
Information that should be used for the evaluation and how to obtain it
How to carry out evaluations
How to identify key lessons from the evaluation and how to make use of these in the future
The importance of discussing the outcomes of evaluation with a colleague
How and why evaluations should be recorded
The types of evaluation processes available including sport specific designed performance
testing, use of questioning, observation, physical resources including video and notational
analysis
How and when to evaluate and the procedures/criteria to follow that will meet the
individuals aims and goals and maintain consistency throughout the analysis
How to record the evaluation and create an action plan from the findings
How to encourage the golfer to use self-evaluation when appropriate
How to measure the quality of the coaching experience and golfer development
How to use information taken from evaluations to improve the programme/session
How to gain feedback from golfers and support staff to aid the evaluation
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Technical Syllabus
Skills Of Golf

Pre swing factors
-- Grip, aim, posture, ball position, stance, static balance

Putting
-------

Explanation of the skill to be performed
Select an appropriate hold for the golfer
Select an appropriate pre- swing position for the golfer
Select an appropriate movement pattern for the golfer
Develop a pre-shot routine
Instil sound practice routines to develop ball pace and direction control

Chipping
--------

Explanation of the skill to be performed
Select an appropriate hold for the golfer
Select an appropriate pre- swing position for the golfer
Select an appropriate movement pattern for the golfer
Develop a pre-shot routine
Use different clubs to adjust flight and roll ratios
Instil sound practice routines to develop ball flight and direction control

Pitching
--------

Explanation of the skill to be performed
Select an appropriate hold for the golfer
Select an appropriate pre- swing position for the golfer
Select an appropriate movement pattern for the golfer
Explanation of distance control
Develop a pre-shot routine
Instil sound practice routines to develop ball flight and direction control

Bunker play
--------

Explanation of the skill to be performed
Select an appropriate hold for the golfer
Setting the clubface
Select an appropriate pre- swing position for the golfer
Select an appropriate movement pattern for the golfer
Develop a pre-shot routine
Instil sound practice routines to develop ball flight, spin & direction control
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Full swing
---------

Explanation of the skill to be performed
Warm up drills
Select an appropriate hold for the golfer
Select an appropriate pre- swing position for the golfer
Select an appropriate movement pattern for the golfer
Explanation of one swing for all clubs concept
Develop a pre-shot routine
Instil sound practice routines to develop ball flight and direction control

On Course situations
---------

Teeing ground strategies
Fairway strategies
Around green strategies
On the green strategies
Playing around obstacles
Playing from the rough
Playing from uneven lies
Playing under or over obstacles
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OCCUPATIONAL STANDARDS - KEY ROLE A3

A3.
Manage the coaching process
and own role as a coach
A31.	Develop and maintain effective working relationships with golfers
A32.	Support the lifestyle management needs of golfers
A33.	Assist golfers to prevent and manage injury
A34.	Develop and manage golf coaching practice
A35.	Manage the contribution of other coaches and support personnel
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A31.
Develop and maintain effective working
relationships with golfers

What this standard is about:
It is important to develop and maintain an effective working relationship with golfers who are being
coached. The relationship should be motivational and promote enjoyment for the golfer.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.
5.
6.
7.
8.

Establish a positive and goal-oriented relationship with golfers
Convey an enthusiasm for golf and for golfers’ continuous improvement and engagement
Adapt coaching, motivational and leadership styles to the needs of the golfers and other
people
Ensure fun and enjoyment in golf coaching sessions
Communicate effectively with golfers and other people
Give golfers and other people appropriate time, attention and support
Take account of equality and diversity in working relationships
Provide golfers and others involved in the session or programme with clear information on the
ground rules for behaviour and deal with inappropriate behaviour of golfers

Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.

K7.
K8.
K9.

K10.

How to identify issues of equal opportunities and practice that do not discriminate against
people
How to deal with possible barriers to golfer development including delivery methods,
coaching styles, lack of support for people with particular needs, lack of facilities
Awareness of coaching and the legal requirements in terms of negligence, child protection
and equity issues.
How working relationships can contribute to the coaching process
The importance of effective communication to coaching
The types of communication necessary to establish a working relationship with golfers
and other people – the use of verbal and non-verbal communication, effective questioning
technique, listening skills.
How to promote fun and enjoyment in playing golf
How to behave when working with golfers and others and the types of coach behaviour that
would be considered inappropriate
The ground rules for behaviour and purpose of these rules – to create a productive coaching
environment, to inform the golfers of the boundaries, to minimise disruption in the session
and the likelihood of injuries
How to deal with inappropriate behaviour
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A32.
Support the lifestyle
management needs of golfers

What this standard is about:
Golfers, particularly those who wish to perform well in competitions and play at a high standard,
often manage their lifestyle to achieve optimum performance. Lifestyle management can include
making time to practice the sport, a balanced diet, and planning an appropriate competition
schedule. Access to appropriate other professionals is important when managing the lifestyle needed
for sport. This standard is about supporting golfers to achieve optimum performance through
managing their lifestyle in a way that supports playing golf to the best standard possible.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.
5.
6.

Analyse the lifestyle management and personal development needs of the golfer
Research and plan lifestyle management and personal development interventions that will
assist the golfer to achieve their potential
Provide golfers with access to information and advice relevant to lifestyle management and
personal development
Enable golfers to access referral networks appropriate to their lifestyle management and
personal development needs
Provide information materials for use with golfers
Review lifestyle management and personal development progress with golfers

Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.

The range of potential sources of personal development, advice and support that can be
used to address golfers’ needs
The range of different lifestyle management needs that a golfer may have
Potential obstacles that the golfers may face when implementing an action plan for lifestyle
management and possible strategies to overcome these
Why it is important to have the golfer’s understanding of and agreement to the action plan
Sources of information and advice that can be researched to meet the needs of golfers and
the methods that can be used to carry out research on their behalf
The range of networks who are able to meet golfers’ referral needs
Sources of information on individuals and organisations to whom golfers may be referred
Methods of gaining feedback from colleagues and golfers on the appropriateness and
quality of information materials
How to provide suitable opportunities for golfers to review their progress and achievements
How to enable golfers to reflect and provide feedback on progress
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A33 .
Assist golfers to
prevent and manage injury

What this standard is about:
This standard is about injury prevention and management. Injury prevention and management can
be an important component of a golf coaching programme. To be effective, injury prevention and
management has to be properly integrated into the golfers’ coaching programme.

Performance Criteria
The individual should be able to:

Assist golfers to minimise the risk of injury
1.
2.
3.
4.
5.
6.
7.

Analyse the golfers’ current risk of injury in relation to their level of development, previous
history and the demands of golf
Select and plan activities, information and advice that will help the golfers minimise the risk of
injury
Where necessary, seek the support of other specialist staff such as medical staff, other
coaches or sports scientists
Ensure that their strategy for injury prevention effectively supports and integrates with other
programme components
Provide planned golf activities, information and advice to minimise the risk of injury
Evaluate and review the success of their strategy for injury prevention
Monitor and refine the strategy for injury prevention as part of the golfers’ programme

Assist golfers to manage and recover from injury
8.
9.
10.
11.
12.
13.

Work with the golfer and specialist staff to evaluate the nature of the injury and its physical
and psychological implications for performance and rehabilitation
Work with the golfer and specialist staff to devise a strategy to assist the golfer to manage
and recover from injury
Ensure the strategy is effectively integrated into the overall golf coaching programme
Provide and support agreed activities that will assist the golfer to manage and recover from
the injury
Evaluate and review the success of the strategy for injury management and recovery
Monitor and refine the strategy for injury management and recovery as part of the coaching
programme
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Knowledge and understanding
The individual should know and understand:
K1.
K2.

K3.

K4.
K5.

K6.

Definitions of terminology in injury prevention and management
Basic understanding of difference in body tissues:
- skin, bone, muscles and joints
- vascularity and innervation
Considerations for injury prevention and management:
- sports-specific
- growing golfers
- gender
- disability
- stretching
- warm up and cool down
		
• relevance to injury prevention and management
		
• differentiating between stretching and warm up
Golf specific factors
- The common causes and types of injury in golf
Aetiology (cause of injury):
- traumatic and overuse
- secondary or compensatory injury
- poor management of a previous acute injury
		
• not fully regaining the parameters of fitness
		
• poor re-education of proprioception
		
• muscle fibres atrophy at varying rates
- body types and growth spurts
- fatigue
- inappropriate or poor training methods, equipment, training and competition facilities,
technique, skill level
- muscle imbalance – core stability, agonist, antagonist ratios
- postural defects – congenital and acquired
- foot posture and footwear
- unsuitable environmental conditions
Parameters (components) of fitness:
- flexibility – joint, muscle, role of stretching
- endurance – aerobic, local muscle
- strength
- speed and power
- skill – co-ordination and balance
- their roles in injury management
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NOTE:
Knowledge below this point would only be applicable to higher level and advanced coaches
K7.

K8.

K9.

K10.

K11.

K12.

K13.

Continuum of injury management:
- role of the coach and support staff in musculoskeletal profiling, assessment, diagnosis,
first aid, treatment, rehabilitation, testing for fitness, injury prevention, monitoring of
technique
- monitoring progress and modifying injury management
		
• related to the parameters of fitness
Psychology of injury:
- reaction of the injured golfer, coach, team mates and support staff
- providing support
Treatment:
- rationale
- dependant on stages of healing
- research
Healing:
- pathology – cause of the changes in structure and function
- stages
- time-scales
Developing measures for injury prevention:
- generic and sports specific
- monitoring injuries – individual and group
- related to – the aetiology of the injury, parameters of fitness
Factors to consider when an golfer is returning to differing levels of training and
competition:
- weights
- contact
- skills and drills
- type of training surface
Importance of the coach and other support staff in injury prevention and management:
- coaching practices
		
• integrating injured golfers into training, including presenting information
		
• modifying training to cater for injured and fully fit golfers
		
• adjusting techniques and intensities according to golfer feedback
- role of other support staff
- co-ordinated interdisciplinary approach to injury prevention and management

OCCUPATIONAL STANDARDS - KEY FUNCTION A34

A34 .
Manage and develop
golf coaching practice

What this standard is about:
This standard is about continuously developing practice as a golf coach and helping to develop
others. Coaching is about trying to continuously improve the athlete/ performer. This will only work
if coaches themselves continuously strive to improve their own practice. This can be done through
evaluating their work in an objective way and through taking part in coach education activities that
aim to enhance their practice.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.
5.
6.
7.
8.

Review evaluations of previous coaching sessions and feedback from relevant colleagues
Keep up-to-date with developments in golf and current golf coaching practice
Reflect on all aspects of golf coaching and current developments and identify areas where
there is a need to develop coaching practice further
Identify and record a personal action plan that will help to develop coaching practice in these
areas
Take part in development activities as part of a personal action plan
Review progress in developing coaching practice and update personal action plan accordingly
Understand the role of the national golf federation, PGA and other golf organisations and the
relationship with them
Keep up-to-date with developments in ethics, regulations and requirements for golf regulations and requirements could cover rules of golf, etiquette, eligibility and entry of
people, clothing and appearance, equipment and facilities, accessibility of opportunities,
golfer responsibility, meeting deadlines, safety, competition rules, disciplinary procedures,
appeals procedures

Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.

How to access information on developments in golf and current golf coaching practice
How to identify areas to develop golf coaching practice further
The importance of having a personal action plan for their development and regularly
reviewing and updating it
The purpose and importance of evaluation to coaching practice
The types of information that a coach needs to collect to evaluate coaching sessions
How to identify valid sources of feedback from golfers and support staff to aid the
evaluation.
How to use self-reflection processes – making self-assessment of skill level, identification of
action to be taken, and methods of self-reflection.
How to measure the quality of the coaching experience, golfer development, and quality
assurance mechanisms used
How to use information taken from evaluations to improve future sessions
The types of development activities that are available to coaches and how to access these
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A35 .
Manage the contribution of
other coaches and support personnel

What this standard is about:
In order for a golfer to progress in the sport and to achieve optimum performance and improve as
a player it will often be necessary for a range of people to be involved in their development. This
could include other coaches, perhaps with a particular specialism, or professionals from fields such
as nutrition, sports science or rehabilitation. This standard is about managing the contribution from
other coaches and support personnel to support the coaching process.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.
5.
6.

Ensure a good mix of coaching specialisms are available within the coaching team in the
organisation
Ensure access to other professionals and support personnel and an appropriate referral
network is in place
Refer golfers as necessary to other coaches and other professionals
Provide formal and informal development and support to other coaches
Provide feedback to other coaches on their performance at appropriate times
Evaluate the outcomes of the development and support you have provided

Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.

Other staff, including other coaches and support staff, who can contribute to a coaching
programme
How to identify the need for specific support from others
How to select other staff for specific roles
The process of briefing, co-ordinating and monitoring the contributions of other staff to a
coaching programme
The types of ongoing advice and guidance that other staff may need and how to provide this
How to adapt the contributions of other staff according to golfer response
How to evaluate the contributions of other staff and provide feedback on their performance
The role of mentoring in developing other staff in their job roles
How to provide feedback to other golf coaches and support their development

OCCUPATIONAL STANDARDS - NOTES
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KEY AREA B
Plan, organise and
deliver golf events*

* A golf event may include but not be limited to a golf competition, golf tournament or corporate golf day.
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B1.
Plan a golf event

B11.	Develop and agree the concept and scope of a golf event
B12.	Develop plans for a golf event
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B11.
Develop and agree the concept
and scope of a golf event

What this standard is about:
Regardless of the nature of a golf event, be it a regular club competition or a international open
tournament, the concept and scope of a golf event should be based on sound market research and
good understanding of the needs and interests of likely participants. It should also take account
of previous or competing events as well as introducing elements of innovation and creativity. Golf
events need careful planning and organisation. It is important to identify the main requirements for
the event, evaluate how feasible these proposed requirements are, and to negotiate and agree a final
brief before further planning takes place.

Performance Criteria
The individual should be able to:

Develop and agree the concept for a golf event
1.
2.
3.

4.
5.

Research with stakeholders of the golf facility about the needs and requirements for golf
events
Consider the success of previous golf events
Ensure the golf event concept has realistic aims and objectives, reflecting the golf
organisations image and strategies which can be implemented using available resources to be
attractive to the target market
Define success for the golf event under consideration and analyse the potential for a
successful golf event
Present ideas to key decision makers

Research and agree the scope of a golf event
6.

7.
8.
9.
10.

Identify the event’s requirements in terms of stakeholders, aims and objectives, concept and
themes, intended market, timing, location, size, special requirements, available resources,
critical success factors
Identify and analyse relevant market research, information about similar events, legal and
regulatory requirements, financial viability, and the event’s sustainability
Evaluate and report on the feasibility and potential of the proposed golf event
Agree the golf event’s requirements with the main stakeholders and relevant colleagues
Compile all information in a way that will help to plan the event
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Knowledge and understanding
The individual should know and understand:

Develop and agree the concept for a golf event
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.

The main sources of information that can be used to develop the concept and define the
scope for a golf event
How to conduct necessary research into previous golf events, competing events and
potential participants
The importance of having clear aims and objectives for a golf event, these could include
member/ participant enjoyment, increased revenue, charitable causes, facility promotion
The factors that could affect the feasibility of golf events (for example, location, logistics,
finance, trends)
How to assess and ensure the potential sustainability of a golf event
How to present golf event concepts to decision makers in a way that will gain their backing
The main types of golf events that can be organised and the concepts they are based on to
promote either individual or team formats of competition
The typical types of participants and contributors for a golf event
The legal and regulatory requirements that affect events in the golf sector and their main
implications for developing event concepts

Research and agree the scope of a golf event
K10.
K11.
K12.
K13.
K14.
K15.
K16.
K17.

Why it is important to research and agree the scope of a golf event
The main types of market research information to may use when evaluating the feasibility of
a golf event and the key points to identify
The potential for golf events for companies and organisations, ie corporate events for
entertaining clients
The main processes involved in establishing the financial viability of a golf event
Methods used to access information about similar events and compare strengths and
weaknesses
The main processes and skills involved in agreeing the requirements and scope for a golf
event
Why it is important to have agreement with stakeholders and relevant colleagues
The typical types of stakeholders for a golf event and their interests in the event, these may
include, but not exclusively: the Board / General Committee; General Manger / Director of
Golf / Club Secretary; Course Manager / Head Greenkeeper; Golf Professionals; Club / Bar /
Catering staff, Members / Participants and Sponsors
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B12.
Develop plans
for a golf event

What this standard is about:
Golf events need to be effectively planned. This will include elements of business planning such
as defining aims and objectives, as well as developing detailed plans concerning aspects such as
the event programme and logistics. Plans for a golf event should include finance, management
and administration, logistics and operations, marketing, people and resources, sponsorship, and
monitoring and evaluation. Detailed plans should be developed well in advance of the golf event
and clearly lay out what needs to happen. Detailed plans are important for event personnel and they
should specify who will be doing what and which resources will be involved. The plans can also be
adapted to provide participants with information they need to make the most of the event.

Performance Criteria
The individual should be able to:
1.
2.

3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.
14.
15.
16.
17.

Review and analyse the concept, scope and requirements for a golf event
Negotiate and develop the main components of the plan for the golf event: aims and
objectives, critical success factors, financial planning, administration, logistics and operations,
marketing and sales, people and resources, event evaluation, leadership and management,
planning cycle, sponsorship or other revenue, sustainability
Make sure plans are feasible, financially viable, and consistent with the concept, scope and
requirements of the event
Develop plans that meet the agreed goals and objectives and build on successful golf events
Agree the plan with key stakeholders and colleagues
Monitor progress against the plan at agreed intervals and make necessary adjustments
Ensure plans are developed well in advance of the golf event
Plan for health and safety at the golf event
Present the plans in ways that can easily be implemented by staff and interpreted by
contributors and participants
Ensure that all contributor and customer needs and expectations are met
Plan for possible contingencies
Allocate roles to golf event staff and personnel as appropriate to their responsibilities and
skills
Allocate resources to the plans that make best use of what is available
Ensure the plans meet legal and regulatory requirements
Obtain the support of key colleagues and stakeholders for your plans
Communicate relevant information about the plans to contributors and personnel
Plan to evaluate the golf event
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.

Why it is important to develop plans for a golf event
The key components of golf event planning
The processes involved in developing and agreeing a plan for a golf event
How to evaluate the feasibility and financial viability of the plan
Why it is important to have the agreement of main stakeholders and colleagues for the plan
The methods to use to monitor progress against a plan
The types of variances that may occur and how to respond to these
Different types of golf event which promote either individual or team formats of competition
The opportunities for marketing and sponsorship that are available in the golf sector
The importance of making the plan consistent with the overall goals, objectives and other
requirements of a golf event
The importance of keeping up to date with current practice and seeking innovation
Different methods of presenting plans so that they can be easily implemented
Methods of allocating personnel and other resources to plan components
The importance of having the agreement and support for all key stakeholders for plans
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B2.
Manage A Golf Event

B21.	Manage the running of a golf event
B22.	Manage risk and ensure safety at a golf event
B23.	Manage the format and results of a golf event
B24.	Interpret and apply the rules of golf at a golf event
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B21.
Manage the running
of a golf event

What this standard is about:
Forward planning should ensure that when a golf event takes place, everything runs smoothly.
However, those responsible for managing events need to maintain control, particularly through close
monitoring and observation, identifying problems as they arise, and dealing with these effectively.
Leadership of personnel is particularly important, as is effective communication.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.

Follow agreed plans for the golf event
Make sure that all resources, personnel and support are in place and ready
Make sure that all personnel and participants are fully briefed
Oversee the work of key personnel and other stakeholders throughout the golf event, using
effective communication
Monitor the running of the golf event and deal effectively with any problems that arise using
risk management plans
Maintain health and safety during the golf event
Control change during the event to minimise disruption to participants
Keep all those involved in the golf event informed of relevant developments
Maintain required records during the golf event
Make sure the golf event can be evaluated so lessons can be learnt for the future
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.

The importance of following agreed plans for a golf event
The processes to follow to monitor a golf event
The typical management arrangements for a golf event and the roles and responsibilities of
those involved, including external organisations
The importance of effective communication during a golf event
The principles of effective leadership during a golf event
The typical types of problems that may occur during a golf event and how to respond
effectively to these problems
Why it is important to communicate any changes and developments during a golf event and
describe the processes to follow
How to ensure adequate evaluation of the event
The main types of golf events that can be organised and the processes involved in running
them
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B22.
Manage risk and ensure safety
at a golf event

What this standard is about:
This standard is about managing the risks associated with a golf event and ensuring the safety of
participants and others involved in the event. This involves systematically identifying, evaluating
and prioritising potential risks and communicating information to enable appropriate decisions and
actions to be taken.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.
14.
15.

Plan for the health and safety of golf event participants, staff, spectators and others involved
in the event
Have relevant and up-to-date health and safety information available
Follow the relevant health and safety requirements at all times
Check facilities, equipment and activities for health, safety and security issues
Assess and control risks using the golf facility’s procedures
Gather information from all relevant people about possible hazards
Record all significant hazards, who is exposed, and any existing safety procedures
Remove the hazards that can be eliminated
Assess the risks associated with these hazards and whether these risks are acceptable
according to legal and organisational requirements
Report any unacceptable risks following legal and organisational requirements
Continue to monitor for new hazards and assess their risks on an ongoing basis.
Communicate information on risks and health and safety maters to the relevant people
Deal effectively with incidents
Deal effectively with injuries or illness of participants or others
Ensure for the provision of first aid treatment where necessary
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.
K15.

Health, safety and security checks which should be carried out at a golf event
How to check the readiness of facilities and personnel
How to carry out basic risk assessments
The types of hazards that are likely to occur at a golf event and the accidents and injuries
they could cause
Documents relating to health and safety that may have to be completed
How to encourage your colleagues and participants in the golf event to behave in a safe
manner
The key requirements of health and safety legislation that relate to golf events
Organisational health, safety and security procedures and policies
Principles of the duty of care
The possible impact of weather on health and safety during a golf event
The importance of safety procedures to manage risks
The types of incidents and emergencies which could occur and how to deal with these
How to ensure that other team members respond effectively to incidents and emergencies
How to decide what type of assistance is appropriate to the incident and emergency and
how to summon such assistance
How to record and report incidents and emergencies
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B23 .
Manage the format
and results of a golf event

What this standard is about:
This standard covers the knowledge and skills required to manage the format and results of golf
events according to guidelines and requirements of the relevant local, national or international
organisation.

Performance Criteria
The individual should be able to:

Establish criteria for participation in a golf event
1.
2.

Determine eligibility of participants according to the rules of golf, national or local rules and
event entry criteria
Establish selection and entry criteria and follow according to the national/ international
organisation’s guidelines and in accord with the host facilities requirements

Plan and implement the format for a specified competition or event
3.
4.
5.
6.
7.
8.

Identify alternative competition formats in terms of suitability for the specified golf event
Seek sponsorship and liaise with sponsors as necessary for the planning of the event
Select a competition format that meets the objectives of the golf event and the requirements
of the national body and individual host facility
Prepare a draw/timesheet and distribute to all individuals
Establish a process for modifying the draw and distribute to all individuals as per the national/
international organisation’s withdrawal policy and draw modification guidelines
Make alterations to the Local Rules in conjunction with the Event Committee and advertise
appropriately to all individuals

Record and process the results of a specified competition
9.
10.
11.
12.
13.

Interpret result notifications and document results as directed by the Event Committee
Record decisions received about disqualifications and penalties, and communicate to
participants affected by the decisions, according to the requirements of the Event Committee
Process results as directed by the Event Committee
Communicate results to all individuals within the timeframe specified by the Event Committee
Make subsequent alterations to handicaps (in amateur competitions) and notify the individual
and their home club
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.

Typical competition formats including stableford, stroke/medal play, four ball, bogey,
scramble, pro-ams, match play
Individuals involved in a golf event commonly include competitors, coaches, officials, media,
representatives from organising body
Modification guidelines for golf events to include late withdrawals and entries, cancellations,
postponements
The handicapping system to effectively manage the format of events
Scoring methods for a range of competitions
Competition guidelines to effectively manage the format of events
Recording procedures to effectively and accurately record results
Communication to ensure information is given and received correctly and understood by all
relevant persons
Interpersonal skills to develop rapport with participants, officials, media and other relevant
persons
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B24 .
Interpret and apply the
rules of golf at a golf event

What this standard is about:
This unit covers the knowledge and skills required to successfully interpret and apply the rules of golf
during a golf event.

Performance Criteria
The individual should be able to:

Observe play
1.
2.

Observe players and officials to see that the game is conducted in accordance with the rules
and etiquette of golf including local rules
Identify any breaches of rules and regulations by players and report to Event Committee

Interpret and apply rules and etiquette in accord with the spirit of the game
3.
4.
5.
6.

Ensure the interpretation of rules or regulations is consistent with the rules and etiquette of
golf
Make accurate and consistent decisions based on impartiality, participant safety and the spirit
of the laws
Communicate the decisions in accordance with the prescribed procedures for officiating in
golf
Ensure marking of players cards in accordance with the rules and etiquette of golf

Knowledge and understanding
The individual should know and understand:
K1.
K2.

K3.
K4.
K5.

Rules of golf, local rules and event rules
Golf etiquette including: pace of play, tips to avoid slow play, safety, consideration, course
priority, bunker care, replacement and repair of turf, green care, use of golf carts/ golf
buggys, practice swings, non-metal spikes, dress, mobile phone use, general behaviour and
situations to avoid
How to apply local rules, competition conditions and temporary local rules used in open
events
Marking the course
Duties of Rules Officials/Referees including the delivery of rulings and Association Slow Play
procedure
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KEY AREA C
Manage Golf Operations
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C1.
Undertake strategy
and planning
C11.	Develop, implement and review strategy for golf operations
C12.	Assist with implementing strategy for golf operations
C13. 	Develop and implement a strategic business plan
C14.	Develop, implement and review operational plans
C15. 	Initiate and manage change to improve golf operations
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C11.
Develop, implement and review
strategy for golf operations

What this standard is about:
Effective change and ongoing improvement of a golf business can only be achieved by developing
and implementing a strategy. New strategies in golf businesses should take account of ‘drivers
for change’ – for example new trends in the market place, economic or social changes or new or
enhanced customer expectations. Individuals responsible for strategy need to evaluate these drivers
for change and assess their importance for the organisation’s direction. Individuals with responsibility
for strategy will develop strategy for their area of responsibility, consult on their proposals with
colleagues and stakeholders (for example committees and customers) and will evaluate strategic
outcomes, always seeking to make improvements.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.
14.

Identify and evaluate drivers for change in golf which could include social, economic and
technological factors and customer expectations
Research information about drivers for change in golf from within the golf business, the wider
community and nationally/ internationally
Evaluate the current strategy of the golf business
Identify areas of organisational strategy where changes could be made to improve
performance in the golf business
Develop strategy for the golf business
Make sure the strategy takes account of available resources and known obstacles to change
Develop policies, goals, performance measures and timescales that will guide the work of
colleagues to implement the strategy
Consult on the strategy with colleagues, decision makers and stakeholders, taking account of
their views and making changes accordingly
Gain support for the strategy from colleagues and stakeholders
Put in place monitoring and evaluation methods for the performance measures of the strategy
Analyse information against performance measures
Evaluate the strategy of the golf business
Develop and record conclusions and recommendations to improve strategy of the golf
business
Adjust the strategy in line with agreed conclusions and recommendations and agree the
change with colleagues, decision makers and stakeholders
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.

The importance of an effective strategy for the golf business
Principles and management tools that apply to strategy development
Lines of communication and accountability in the golf business on strategic issues
Drivers for change in golf and why they are important to strategy development
Sources of information that can be used to identify and evaluate drivers for change
How to research and analyse information on drivers for change
The importance of discussing and agreeing strategic change with colleagues, decision
makers and stakeholders
How to make recommendations for change
How to develop a strategy for a golf business
How to develop policies, goals, performance measures and timescales to implement the
strategy of the golf business
The importance of gaining support for the strategy and how to do so
The importance of monitoring and evaluating strategic change
How to analyse information on performance measures and adjust and improve the strategy
of the golf business
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C12.
Assist with implementing
strategy for golf operations

What this standard is about:
This standard is about helping the golf business to effect change through the implementation of
strategic plans. Many people who work in the golf sector will be responsible for implementing plans,
managing resources and managing work in their area of the golf business in support of the overall
strategy and direction of the golf business.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.

Achieve planned outcomes with available resources
Monitor the internal environment to identify key issues relevant to their area of responsibility
and those of colleagues
Monitor the external environment to identify potential opportunities and threats relevant to
strategic management in their area of responsibility
Contribute to strategic planning and decision making relevant to their area of responsibility
Engage relevant partners to ensure multiple ownership of the strategy
Coordinate implementation activity in their area of responsibility through clear, wellcommunicated action plans and work programmes
Work with colleagues and stakeholders to design SMART targets and key performance
indicators for the effective evaluation of the strategy and its implementation
Design and implement data collection techniques appropriate to the agreed targets and
performance indicators
Provide stakeholders with timely and accurate progress reports appropriate to their needs
Identify changes in the internal and external environments and make strategic changes
accordingly within your area of responsibility
Report outcomes to colleagues and contribute to ongoing strategic review processes
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.

The meaning and significance of strategic management
The differences between strategy and policy
Principles of good practice in strategic management e.g. environmental scanning
techniques, monitoring and evaluation
How to contribute to strategic planning and decision making
The importance of continuing professional development of self and others in relation to
strategic management.
The role of strategy in achieving organisational outcomes in golf
The importance of strategic planning in the development of staff and volunteers
The dynamic nature of golf as an industry
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C13.
Develop and implement
a strategic business plan

What this standard is about:
This unit is about providing the golf business with a clear sense of direction and long-term plans
that will help it move in that direction. Individuals who work in golf with responsibility for this area
of work need to focus on the future and provide a clear vision of where the organisation is going
and the route it is going to follow to get there. Once a strategic business plan has been developed
and agreed, it needs to be put into action. This means: ‘selling’ the plan to the other staff involved
in putting it into practice; having agreed standards for measuring success; carefully monitoring the
implementation of the plan and making adjustments along the way – a process that may need a lot of
flexibility and openness to change.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.
14.

Identify and prioritise strategic objectives that are consistent with the vision of the
organisation
Develop a strategic business plan
Balance innovation with tried and tested solutions
Develop policies that will guide the work of others towards the achievement of the business
plan
Delegate responsibility for achieving goals and allocate resources effectively
Identify measures and methods for monitoring and evaluating the business plan
Balance the needs and expectations of key stakeholders and win their support
Make sure the people involved understand and support the business plan, and their
responsibilities in relation to it
Use agreed methods and measures implement the business plan
Identify variations from the business plan and the reasons for these
Adjust the plan or the people and resources in a way that is consistent with the golf business
vision and objectives
Inform the people involved of adjustments to the business plan and help them make changes
to their own plans
Record how the plan has been put into practice, evaluated and adjusted, in a way that will help
future planning
Identify good practice and areas for improvement and communicate these to colleagues and
key stakeholders
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.
K15.
K16.
K17.
K18.
K19.
K20.
K21.

The importance of long and medium-term planning to the success of a golf business
The principles of business planning
What a written strategic business plan should cover
The importance of creativity and innovation in business planning
How to develop objectives as part of the business plan
How to delegate responsibility and allocate resources to support a business plan
The importance of consulting with colleagues and other stakeholders during the
development of the business plan and how to do so effectively
How to develop measures and methods for monitoring and evaluating performance against
the strategic business plan
How to use the skills and experiences of staff from different cultures or countries and the
business benefits of sharing different perspectives and learning from others
Legal, regulatory and ethical requirements and norms in golf
Market developments in golf at local, national and international levels
The golf operations actual and potential customer base
The needs and expectations of actual and potential customers
The actual and potential competitors of the golf business, and their strategies and plans
New and available market opportunities at local, national and international levels
Processes for consultation within the golf business
Sources of information that can aid monitoring and evaluation
How to monitor and review implementation of and performance against the plan
How to assess and manage risk
How to further develop and adjust the plan
The importance of identifying ways in which future planning can be improved
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C14.
Develop, implement and review
operational plans

What this standard is about:
Once strategy is agreed, operational plans need to be developed and implemented to put the strategy
into action. This will involve identifying SMART objectives for goals that apply to different areas of
responsibility, agreeing targets, working out and costing what resources will be needed to put the
plan into action and developing a schedule of work. Support can be gained for operational plans by
presenting a persuasive case and negotiating with decision makers and stakeholders, for example
line managers or community organisations. Finally it will be necessary to monitor and evaluate plans,
making adjustments and learning lessons for future improvements.

Performance Criteria
The individual should be able to:

Lead the development of operational plans
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.

Involve relevant people in the development of operational plans
Identify and agree which strategic goals are relevant to their area of responsibility
Identify and agree with key partners roles and responsibilities in the delivery of the
operational plan
Select, prioritise and schedule tasks to achieve these objectives
Identify quality standards for your operational plans
Identify, assess and cost the type and quantity of resources needed for each task
Assess the obstacles, risks and implications associated with the operational plans and identify
how to manage these obstacles and risks
Record operational plans in a way that will be clear to others
Identify key performance indicators and timescales which are consistent with the operational
plans
Put in place monitoring and evaluation methods which will provide the information needed for
performance indicators

Gain support for operational plans
11.
12.
13.

Present the case for the operational plan, highlighting its benefits, obstacles, risks and
resource implications to colleagues, stakeholders and key decision makers
Negotiate changes to operational plans as a result of their feedback
Record plans in a way that will assist their implementation
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Implement operational plans
14.
15.

16.
17.
18.
19.

Delegate objectives, resources and targets to people on a fair basis taking account of their
skills, knowledge, experience and opportunities for development
Communicate clearly to colleagues:
- their contribution to operational plans and how these support strategic aims and the work
of others
- the values and polices that underpin operational plans
- the targets and quality standards associated with their work
- how they should deal with obstacles and risk
Identify the support that colleagues need in taking forward operational plans
Monitor the progress of operational plans and provide support to colleagues when required
Make sure that targets and standards are being achieved
Communicate clearly with staff involved about progress and changes

Evaluate outputs and continuously improve operational plans
20.
21.
22.
23.
24.
25.

Collect information within agreed timescales
Analyse information against key performance indicators
Evaluate the effectiveness and efficiency of operational plans
Develop and record conclusions and recommendations to improve operational plans
Share conclusions and recommendations with colleagues, decision makers and stakeholders
and take account of their feedback
Update your operational plans and communicate changes to all those affected

81

82

OCCUPATIONAL STANDARDS - KEY FUNCTION C14

Knowledge and understanding
The individual should know and understand:

For the whole unit
K1.
K2.

K3.
K4.
K5.
K6.
K7.

Principles and theories of management and how these apply to developing, implementing
and reviewing operational plans
The main functions of managing in your sector and their importance to operational planning
including:
- managing facilities, equipment and supplies
- financial planning and control and sources of funding
- marketing and sales
- quality management
- event management
- management information and management information systems
- recruitment and retention
- leading and developing staff
- customer care
- health and safety
Licensing and contract law that may impact on your operational plans
Resources required for the development, implementation and review of operational plans:
finance, equipment, facilities, supplies, people, transport
How to develop operational plans for the short-term and medium term
How to collect qualitative and quantitative information to support the development of
operational plans
The types of support that can be provided to colleagues in the implementation of
operational plans: advice and information, additional resources, training and development

Operational plans
K8.
K9.
K10.
K11.
K12.
K13.

Why it is important to have detailed operational plans for your area of responsibility
The difference between strategic and operational plans and how they relate to each other
The main components of an operational or business plan and how they should be recorded
The difference between short- medium- and long-term planning and how to fit these
different timescales into a coherent operational plan
The overarching values and ethics of sport and active leisure that should inform the
development of operational plans
How to use information technology to develop, implement and evaluate operational plans

Leading the development of operational plans
K14.
K15.
K16.
K17.

What are SMART objectives and how to develop these
How to identify targets that are appropriate to SMART objectives
The importance of target setting to performance management
The types of quality standards that apply in sport and active leisure generally and in your
area of work in particular
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K18.
K19.
K20.
K21.
K22.

How to identify and measure and cost the quantity and quality of resources needed to
achieve an operational plan
The types of people you should involve in developing your plans, including where
appropriate, local communities
How to select resources for efficiency and effectiveness
The types of obstacles and risks that are associated with operational plans and how to
assess and manage these
How to develop performance indicators and monitoring/evaluation methods

Gaining support for operational plans
K23.
K24.
K25.
K26.

The importance of gaining the support of colleagues and key decision makers for your
operational plans
Who are your important stakeholders – including communities where appropriate – and how
to gain support from them
How to present your operational plans in a way that is likely to win support
Influencing and negotiating techniques

Implementing operational plans
K27.
K28.

K29.
K30.
K31.
K32.

The principles of effective delegation
Why it is important to ensure colleagues have the necessary skills, knowledge and
experience whilst at the same time making sure that their work offers opportunities for
development
How to brief colleagues effectively
Why it is important that colleagues understand all relevant aspects of your operational plans
including the implications of change
The main obstacles to change that you are likely to encounter when implementing
operational plans
The types of support that colleagues may need during periods of change and why it is
important to provide this support when it is needed

Evaluating operational plans
K33.
K34.
K35.
K36.
K37.
K38.

How to monitor the implementation of plans directly and indirectly and the importance of
direct monitoring to the staff you are working with
How to evaluate progress and make adjustments to your operational plans when necessary
The importance of monitoring and evaluating operational change
Who else you should involve in evaluating operational plans, including where appropriate,
members of your local community
How to analyse information on key performance indicators and identify performance
improvements
Why it is important to communicate changes and who you should communicate with
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C15.
Initiate and manage change
to improve golf operations

What this standard is about:
Improving services and responding to external drivers inevitably means changing the way things are
done in the golf business. Managing change effectively is a vital skill for golf professionals with a
management responsibility. Evaluating options for change, thorough planning, monitoring, evaluation
and support for others involved in the change process are key to its success.

Performance Criteria
The individual should be able to:

Identify and evaluate options for change
1.
2.
3.
4.
5.
6.
7.

Monitor and evaluate trends and developments that affect the golf business and its services
Monitor and evaluate the effectiveness and efficiency of the golf business and its services
Encourage other people to suggest possible changes
Identify options for change that could improve effectiveness and efficiency or be responsive to
trends and developments
Evaluate the costs and benefits of these options for change and any associated obstacles and
risks
Present options for change to other people and take account of their feedback
Negotiate and agree which options for change to take forward

Plan change and engage others in the change process
8.
9.
10.
11.
12.
13.
14.
15.

Develop and communicate a clear vision for the future
Assess the gap between their vision and current circumstances
Identify the aims, objectives, resources and timescales for the change process
Plan ways of overcoming obstacles to change and managing the risks involved with a
minimum of disruption
Ensure plans include short-term ‘wins’ as well as long-term outcomes
Ensure there is effective communication with, and support from, other people involved in the
change process
Engage other people in planning the change process
Build in ways of monitoring and evaluating the change process

Lead, support and evaluate change
16.
17.
18.
19.
20.
21.

Ensure other people have a clear understanding of the purpose of the change process and
their role within it
Monitor and measure progress, addressing obstacles and managing risks
Ensure other people receive support as and when they need it
Achieve positive outcomes when conflict arises during the change process
Communicate effectively with other people on progress and any adjustments to the change
process
Evaluate the change process and the outcomes of change and record the evaluation for future
use
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.

K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.
K15.
K16.

How to monitor and evaluate internal and external trends and developments in golf that
affect the golf business
Other people who need to be on board with plans for change: stakeholders, colleagues,
customers, decision makers
Types of change which can be applied to the golf business: to policies and procedures, to
services, to resources, to structures, to culture, to relationships with other individuals and
organisations
Types of support that other people may need to help implement change: advice and
information, additional resources, training and development, motivation
The importance and role of change in the sport and active leisure industry
The main models and methods for leading organisational change, and their strengths and
weaknesses
The relationship between transformational and transactional change
Theory and application of the change/performance curve
Principles and application of risk assessment and management
Different leadership styles and behaviours, their strengths and how to use the appropriate
style for different circumstances in the change process
The political, bureaucratic and resource barriers to change, and the techniques for dealing
with these.
Different methods of communication and their relevant strengths and weaknesses in various
circumstances
The main techniques for solving problems and how to apply them
Who are your stakeholders – including where appropriate, local communities
Stakeholder expectations and how they influence the change process
Why it is important to engage others in all stages of the change process, build on their ideas
and gain their support

Evaluating options for change
K17.
K18.
K19.
K20.
K21.
K22.
K23.
K24.

The key external trends and developments that stimulate change in golf for example
government agendas, federation policies, changing customer expectations
The key internal trends and developments, for example, the drive for efficiency and quality
standards
Who you should involve in evaluating options
Sources of information on internal and external trends
How to monitor and evaluate the implications of internal and external trends
How to monitor and evaluate the effectiveness and efficiency of the organisation and its
services and structures
Methods you can use to stimulate ideas from others on options for change
How to carry out cost/benefit analyses
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Planning change
K25.
K26.
K27.
K28.
K29.
K30.
K31.
K32.
K33.
K34.
K35.
K36.
K37.
K38.

Why it is important to have a clear vision for the future and how to develop this
Why it is important to assess the gap between where you are where you would like to be
How to plan the change process
The types of obstacles to change and risks associated with change that are likely to occur
and how to plan for these
The people whose support you will need, including, where appropriate local communities
Why it is important to build in short-term ‘wins’
How to motivate others to engage with change
Monitoring and evaluation methods for the change process and why these are important
Leading, supporting and evaluating change
The principles of effective delegation
Why it is important to ensure other people understand the purpose of change and their own
contribution
How to adjust your plans for change in the light of changing circumstances and why this is
important
How to recognise and reward achievement during the change process and why this is
important
Why it is important to evaluate the outcomes and process of change and how to make use of
the evaluation
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C2.
Manage people and
provide leadership
C21. 	Plan an effective workforce for golf operations
C22. 	Recruit and retain colleagues
C23. 	Provide leadership in golf operations
C24. 	Develop productive working relationships with colleagues
C25. 	Allocate and monitor the progress and quality of work in golf operations
C26. 	Develop organisational culture in golf operations
C27. 	Provide learning opportunities for colleagues
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C21.
Plan an effective workforce
for golf operations

What this standard is about:
Effective people are vital to the provision of services in the golf industry and it is important that
managers are able to recruit, maintain and develop their workforce so that services can be delivered
to the highest standards both now and in the future. Underpinning this is essential knowledge
covering the relevant aspects of employment law and the principles of effective people management.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.

Evaluate the organisation’s strategic objectives and associated plans to obtain information
needed for workforce planning purposes
Identify the type of skills, knowledge, understanding and experience required to undertake
current and planned organisational activities
Review capacity and capability of the current workforce to meet identified skills, knowledge,
understanding and experience requirements
Seek and make use of specialist expertise to assist in workforce planning activities, as
necessary
Specify workforce requirements that are capable of achieving the organisation’s objectives
Make sure that the organisation has a diverse workforce which provides a suitable mix of
people to achieve its objectives
Make sure the cultural needs and requirements of the workforce are considered to maximise
efficiency for the organisation
Develop plans that meet the organisation’s long, medium, and short-term requirements,
making best use of people from inside and from outside the organisation
Ensure a mix of full-time, part-time, temporary and contractual workers appropriate to the
needs of the organisation
Make sure that resources needed to recruit, keep and redeploy people are available.
Make sure that plans incorporate contingency arrangements to deal with unforeseen
circumstances and maintain business continuity
Communicate workforce plans to relevant people for information.
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.

What an effective workforce plan should cover
The information required to undertake workforce planning
Sources of specialist expertise in relation to workforce planning and how to make use of
them
Legislation and requirements relating to employment, workers’ welfare and rights, equality
and health and safety
How to take account of equality, diversity and inclusion issues in workforce planning
Strategies and/or services which need to be in place for when people leave
The importance of putting contingency arrangements in place and how to do so effectively
How a multicultural and international workforce can benefit the organisation
The different ways in which workforce requirements can be met, their advantages and
disadvantages, costs and benefits
Types of employment agreements typically used within the golf industry
Patterns for employing, recruiting, and keeping people in the golf industry
Trends and developments in the golf sector which are relevant to workforce planning
Legislation, regulations and codes of practice that apply in the golf industry
Working culture and practices of the golf industry
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C22.
Recruit and retain colleagues

What this standard is about:
This standard is about recruiting and selecting people to undertake identified activities or work roles
within a defined area of responsibility. It involves taking a fair and objective approach to recruitment
and selection to ensure that individuals with the required skills, knowledge and understanding,
and who are likely to perform effectively, are appointed. The unit also involves taking action to
understand why colleagues are leaving and taking action to keep colleagues. For the purposes of this
standard, ‘colleagues’ means those people for whom you have line management responsibility.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.
5.
6.

7.
8.
9.
10.
11.
12.

Talk with colleagues who are leaving to identify and discuss their reasons for leaving
Identify ways of addressing staff turnover problems
Review, on a regular basis, the work required, identifying any shortfall in the number of
colleagues and/or the pool of skills knowledge, understanding and experience
Identify and review the options for addressing any identified shortfalls and decide on the best
option(s) to follow
Consult with others to produce or update job descriptions and person specifications where
there is a clear need to recruit
Consult with others to discuss and agree stages in the recruitment and selection process for
identified vacancies, the methods that will be used, the associated timings and who is going
to be involved
Ensure that any information on vacancies is fair, clear and accurate before it goes to potential
applicants
Seek and make use of specialist expertise in relation to recruiting, selecting and keeping
colleagues
Ensure that the skills needed by applicants to succeed in the recruitment process are no more
than are required to perform the job
Participate in the recruitment and selection process, as agreed, making sure that the process
is fair, consistent and effective
Make sure that applicants who are offered positions are likely to be able to perform effectively
and work with their new colleagues
Judge whether the recruitment and selection process has been successful in relation to recent
appointments in your area and identify any areas for improvements
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.

K11.
K12.
K13.
K14.
K15.
K16.
K17.
K18.
K19.

Why it is important to identify and understand why colleagues are leaving and how to do so
constructively and sensitively
The types of reasons colleagues might give for leaving
How to measure staff turnover
The causes and effects of high and low staff turnover
Measures which can be undertaken to address staff turnover problems
How to review workload in order to identify shortfalls in the number of colleagues and/or
the pool of skills, knowledge, understanding and experience
How to identify actual skills and avoid stereotyping with regard to skills levels and work
ethics
Different options for addressing identified shortfalls and their associated advantages and
disadvantages
What job descriptions and person specifications should cover and why it is important to
consult with others in producing or updating them
Different stages in the recruitment and selection process and why it is important to consult
with others on the stages, recruitment and selection methods to be used, associated timings
and who is going to be involved
Different recruitment and selection methods and their associated advantages and
disadvantages
Why it is important to give fair, clear and accurate information on vacancies to potential
applicants
How to judge whether applicants meet the stated requirements of the vacancy
Sources of specialist expertise in relation to recruitment, selection and retention
How to take account of equality, diversity and inclusion issues, including legislation and any
relevant codes of practice, when recruiting and selecting people and keeping colleagues
How to review the effectiveness of recruitment and selection
Turnover rates within similar organisations in the golf industry
Recruitment, selection and retention issues and specific initiatives and arrangements within
the golf industry
Working culture and practices of the golf industry
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C23.
Provide leadership in golf operations

What this standard is about:
The standard is about providing leadership and encouraging a collaborative culture within a sport
and active leisure setting. The standard focuses on the need for the environment to be created that
encourages, motivates and supports colleagues and other stakeholders to achieve the vision and
objectives in your area of work.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.

Enable colleagues and stakeholders to contribute towards setting a clear direction
Encourage a commitment to shared aims and objectives, within existing constraints
Reinforce the agreed direction with colleagues and stakeholders to ensure shared aims and
objectives are achieved
Lead an area of responsibility to achieve agreed aims and objectives whilst overcoming
challenges, developing solutions and capitalising on opportunities
Encourage and celebrate creative conflict, diversity and inclusion within their area of
responsibility
Apply leadership styles that are appropriate to people and situations
Use of a range of appropriate methods to communicate with colleagues and stakeholders
Give colleagues and stakeholders in their area of responsibility support and advice when they
need it especially during periods of setback and change
Contribute to a culture of continuous improvement
Celebrate success in a way that encourages and recognises creativity and innovation
Empower colleagues to develop their own ways of working and take their own decisions within
agreed boundaries in an environment of trust and respect
Encourage and provide opportunities for colleagues and stakeholders to take the lead in their
own areas of expertise and show willingness to follow this lead
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.

The complementary aspects of leadership, management, coaching and mentoring
Different techniques for setting direction and establishing objectives
Different methods of communicating with colleagues and stakeholders
A range of different leadership styles and when to apply them
Techniques for improving leadership performance
Different methodologies for improvement planning
Techniques for facilitating creativity and innovation
Requirements for equality, diversity and inclusion and how to meet these when leading a
team
Techniques for encouraging others to take the lead and ways in which this can be achieved
Different approaches to developing teams and individuals
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C24.
Develop productive working
relationships with colleagues

What this standard is about:
This unit is about developing working relationships with colleagues, from within the golf business
and from within other organisations, that are productive in terms of supporting and delivering work
and for the whole organisation. ‘Colleagues’ are any people you are expected to work with, whether
they are at a similar position or in other positions, including your manager.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.

Collect, analyse and take account of the views and needs of all relevant people involved in
developing the plan including golfers, coaches, administrators and the local community
Establish working relationships with all colleagues who are relevant to the work being carried
out
Recognise, agree and respect the roles and responsibilities of colleagues and, particularly in
situations of matrix management, their managers’ requirements
Understand and take account of the priorities, expectations and authority of colleagues in
decisions and actions
Create an environment of trust and mutual respect
Understand difficult situations and issues from colleague’s perspective and provide support,
where necessary, to move things forward
Fulfil agreements made with colleagues and let them know
Advise colleagues promptly of any difficulties or where it will be impossible to fulfil
agreements
Identify and sort out conflicts of interest and disagreements with colleagues in ways that
minimise damage to work being carried out
Exchange information and resources with colleagues to make sure that all parties can work
effectively
Provide feedback to colleagues on their performance and seek feedback from colleagues on
your own performance in order to identify areas for improvement
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.
K15.
K16.
K17.
K18.
K19.
K20.
K21.

The benefits oçf developing productive working relationships with colleagues
The importance of creating an environment of trust and mutual respect
The importance of understanding difficult situations and issues from colleague’s perspective
and providing support, where necessary, to move things forward
Principles of effective communication and how to apply them in order to communicate
effectively with colleagues
How to identify disagreements with colleagues and the techniques for sorting them out
How to identify conflicts of interest with colleagues and the measures that can be used to
manage or remove them
How to take account of diversity and inclusion issues when developing working relationships
with colleagues
The importance of exchanging information and resources with colleagues
How to get and make use of feedback on performance from colleagues
How to provide colleagues with useful feedback on their performance
Regulations and codes of practice that apply in the industry or sector
Standards of behaviour and performance in the industry or sector
Working culture of the industry or sector
Current and future work being carried out
Colleagues who are relevant to the work being carried out, their work roles and
responsibilities
Processes within the organisation for making decisions
Line management responsibilities and relationships within the organisation
The organisation’s values and culture
Power, influence and politics within the organisation
Standards of behaviour and performance expected in the organisation
Information and resources that different colleagues might need agreements with colleagues
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C25.
Allocate and monitor the progress
and quality of work in golf operations

What this standard is about:
This unit is about ensuring that the work required in an individuals area of responsibility is effectively
planned and fairly allocated to individuals and/or teams. It also involves monitoring the progress
and quality of the work of individuals and/or teams to ensure that the required level or standard of
performance is being met and reviewing and updating plans of work in the light of developments.
The ‘area of responsibility’ may be, for example, a branch or department or functional area or an
operating site within a golf business.

Performance Criteria
The individual should be able to:
1.
2.
3.

4.

5.

6.

7.
8.

9.
10.

11.
12.

Collect, analyse and take account of the views and needs of all relevant people involved in
developing the plan including golfers, coaches, administrators and the local community
Confirm the work required in your area of responsibility with your manager and seek
clarification, where necessary, on any outstanding points and issues
Plan how the work will be undertaken, seeking views from people in your area of
responsibility, identifying any priorities or critical activities and making best use of the
available resources
Ensure that work is allocated to individuals and/ or teams on a fair basis taking account of
skills, knowledge and understanding, experience and workloads and the opportunity for
development
Ensure that individuals and/or teams are briefed on allocated work, showing how it fits with
the vision and objectives for the area and the overall organisation, and the standard or level of
expected performance
Recognise and seek to find out about differences in expectations and working methods of
any team members from a different country or culture and promote ways of working that take
account of their expectations and maximise productivity
Encourage individuals and/or team members to ask questions, make suggestions and seek
clarification in relation to allocated work
Monitor the progress and quality of the work of individuals and/or teams on a regular and
fair basis against the standard or level of expected performance and provide prompt and
constructive feedback
Support individuals and/or teams in identifying and dealing with problems and unforeseen
events
Motivate individual and/or teams to complete the work they have been allocated and provide,
where requested and where possible, any additional support and/or resources to help
completion
Monitor your area for conflict, identifying the cause(s) when it occurs and dealing with it
promptly and effectively
Identify unacceptable or poor performance, discuss the cause(s) and agree ways of improving
performance with individuals and/or teams
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13.
14.
15.

Recognise successful completion of significant pieces of work or work activities by individuals
and/or teams
Use information collected on the performance of individuals and/or teams in any formal
appraisals of performance
Review and update plans of work for your area, clearly communicating any changes to those
affected
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.

K8.
K9.
K10.
K11.
K12.
K13.
K14.
K15.
K16.
K17.
K18.

How to select and successfully apply different methods for communicating with people
across an area of responsibility
The importance of confirming/clarifying the work required in their area of responsibility
with your manager and how to do this effectively
How to identify and take due account of health and safety issues in the planning, allocation
and monitoring of work
How to produce a plan of work for your area of responsibility, including how to identify any
priorities or critical activities and the available resources
How to identify sustainable resources and ensure their effective use when planning the work
for your area of responsibility
The importance of seeking views from people working in their area and how to take account
of their views in producing the plan of work
The values, ethics, beliefs, faith, cultural conventions, perceptions and expectations of any
team members from a different country or culture and how own values, ethics, beliefs, faith,
cultural conventions, perceptions, expectations, use of language, tone of voice and body
language may appear to them
Why it is important to allocate work to individuals and/ or teams on a fair basis and how to
do so effectively
Why it is important that individuals and/or teams are briefed on allocated work and the
standard or level of expected performance and how to do so effectively
The importance of showing individuals and/or teams how their work fits with the vision and
objectives of the area and those of the organisation
Ways of encouraging individuals and/or teams to ask questions and/or seek clarification in
relation to the work which they have been allocated
Effective ways of regularly and fairly monitoring the progress and quality of work of
individuals and/or teams against the standards or level of expected performance
How to provide prompt and constructive feedback to individuals and/or teams
Why it is important to monitor your area for conflict and how to identify the cause(s) of
conflict when it occurs and deal with it promptly and effectively
How to take account of diversity and inclusion issues when supporting and encouraging
individuals and/or teams to complete the work they have been allocated.
Why it is important to identify unacceptable or poor performance by individuals and/or
teams and how to discuss the cause(s) and agree ways of improving performance with them
The type of problems and unforeseen events that may occur and how to support individuals
and/or teams in dealing with them
The additional support and/or resources which individuals and/or teams might require to
help them complete their work and how to assist in providing this

OCCUPATIONAL STANDARDS - KEY FUNCTION C25 101

K19.

K20.
K21.

K22.
K23.

How to select and successfully apply different methods for encouraging, motivating and
supporting individuals and/or teams to complete the work they have been allocated and
improve their performance, and for recognising their achievements
How to log information on the ongoing performance of individuals and/or teams and use
this information for formal performance appraisal purposes
The importance of reviewing and updating plans of work in the light of developments, how
to reallocate work and resources and how to clearly communicate the changes to those
affected
Golf industry requirements for the development or maintenance of knowledge,
understanding and skills
Golf industry specific legislation, regulations, guidelines, codes of practice relating to
carrying out work
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C26.
Develop organisational culture
in golf operations

What this standard is about:
Every organisation, whatever its size or history, has a culture (simply defined as ‘the way we do
things around here’). The culture of an organisation is based on assumptions and values about
organisations, working life and relationships. These values influence the way people behave towards
each other and customers, and how they relate to their work. The culture of an organisation should
be in line with its overall vision and strategy. If culture and strategy do not match, it’s unlikely the
vision will be achieved.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.
5.
6.

Agree values and assumptions that encourage behaviour that is consistent with the overall
vision and strategy of the golf business and the needs and interests of key stakeholders
Make sure personal behaviour, actions and words consistently reinforce these values and
assumptions
Communicate agreed values to people across the golf business and motivate them to put
these into practice
Put in place policies, programmes and systems to support agreed values
Counter messages that conflict with agreed values
Continuously monitor and adjust values and assumptions, and the way they are applied
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.

The concept of culture as applied to organisations
Different definitions of organisational culture
The importance of values in underpinning individual and organisational performance
Internal and external factors that influence organisational culture, including national
cultures
Different types of organisational culture
The relationship between organisational culture, strategy and performance
The principles and methods of managing culture change within organisations.
Legal, regulatory and ethical requirements in your sector.
Dominant types of organisational culture in the golf industry and their strengths and
limitations
Values, assumptions and behaviours that are consistent and inconsistent with the vision and
strategy of the golf business
Effective methods of communicating values, and supporting the way they are applied in the
golf business
Effective ways of dealing with messages and behaviour that conflict with agreed values and
assumptions
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C27.
Provide learning opportunities for colleagues

What this standard is about:
This unit is about supporting colleagues in identifying their learning needs and helping to provide
opportunities to address these needs. Encouraging colleagues to take responsibility for their own
learning is an aspect of this unit as is your role in providing an ‘environment’, for example, in your
team or area of responsibility, in which learning is valued. For the purposes of this unit, ‘colleagues’
means those people for whom you have line management responsibility.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.

5.
6.

7.

8.
9.
10.
11.

12.
13.

Promote the benefits of learning to colleagues and make sure that their willingness and efforts
to learn are recognised
Give colleagues fair, regular and useful feedback on their work performance, discussing and
agreeing how they can improve
Work with colleagues to identify and prioritise learning needs based on any gaps between the
requirements of their work roles and their current knowledge, understanding and skills
Help colleagues to identify the learning style(s) or combination of styles which works best for
them and ensure that these are taken into account in identifying and undertaking learning
activities
Work with colleagues to identify and obtain information on a range of possible learning
activities to address identified learning needs
Recognise and seek to find out about differences in expectations and working methods of
any team members from a different country or culture and promote ways of working that take
account of their expectations and maximise productivity
Discuss and agree, with each colleague, a development plan which includes learning activities
to be undertaken, the learning objectives to be achieved, the required resources and
timescales
Work with colleagues to recognise and make use of unplanned learning opportunities
Seek and make use of specialist expertise in relation to identifying and providing learning for
colleagues
Support colleagues in undertaking learning activities making sure any required resources are
made available and making efforts to remove any obstacles to learning
Evaluate, in discussion with each colleague, whether the learning activities they have
undertaken have achieved the desired outcomes and provide positive feedback on the learning
experience
Work with colleagues to update their development plan in the light of performance, any
learning activities undertaken and any wider changes
Encourage colleagues to take responsibility for their own learning, including practising and
reflecting on what they have learned.
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.

K7.
K8.
K9.
K10.
K11.

K12.
K13.
K14.
K15.
K16.
K17.
K18.
K19.
K20.
K21.
K22.
K23.
K24.

The benefits of learning for individuals and organisations and how to promote these to
colleagues
Ways in which you can develop an ‘environment’ in which learning is valued and willingness
and efforts to learn are recognised
Why it is important to encourage colleagues to take responsibility for their own learning
How to provide fair, regular and useful feedback to colleagues on their work performance
How to identify learning needs based on identified gaps between the requirements of
colleagues’ work roles and their current knowledge, understanding and skills
How the values, ethics, beliefs, faith, cultural conventions, perceptions and expectations of
any people from other countries or cultures may impact on their personal development and
learning
How to prioritise learning needs of colleagues, including taking account of organisational
needs and priorities and the personal and career development needs of colleagues
The range of different learning styles and how to support colleagues in identifying the
particular learning style(s) or combination of learning styles which works best for them
Different types of learning activities, their advantages and disadvantages and the required
resources (for example, time, fees, substitute staff)
How/where to identify and obtain information on different learning activities
Why it is important for colleagues to have a written development plan and what it should
contain (for example, identified learning needs, learning activities to be undertaken and the
learning objectives to be achieved, timescales and required resources)
How to set learning objectives which are SMART (Specific, Measurable, Achievable, Realistic
and Time-Bound)
Sources of specialist expertise in relation to identifying and providing learning for colleagues
What type of support colleagues might need to undertake learning activities, the resources
needed and the types of obstacles they may face and how they can be resolved
How to evaluate whether a learning activity has achieved the desired learning objectives
The importance of regularly reviewing and updating written development plans in the light
of performance, any learning activities undertaken and any wider changes
How to take account of equality legislation, any relevant codes of practice and general
diversity and inclusion issues in providing learning opportunities for colleagues
Sources of specialist expertise available in/to your organisation in relation to identifying and
providing learning for colleagues
Industry/sector requirements for the development or maintenance of knowledge, skills and
understanding and professional development
Learning issues and specific initiatives and arrangements that apply within the industry/
sector
Working culture and practices of the industry/sector
Relevant information on the purpose, objectives and plans of your team or area of
responsibility or the wider organisation
The work roles of colleagues, including the limits of their responsibilities and their personal
work objectives
The current knowledge, understanding and skills of colleagues.
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C3.
Contribute to management
of the golf facility
C31. 	Manage the finances of golf operations
C32. 	Manage a budget
C33. 	Manage physical resources for golf operations
C34.	Manage health, safety, security and welfare for golf operations
C35. 	Ensure health and safety of customers and staff
C36. 	Support efficient use of resources
C37.	Supervise the maintenance of golf equipment and facilities
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C31.
Manage the finances of the golf business

What this standard is about:
This unit is about managing finance in order to achieve the stated objectives for your area of
responsibility. It involves developing and agreeing a master budget for your area and using this
to monitor, evaluate and control performance and take action to deal with identified variances.
Delegating responsibility for budgets for clearly defined activities is a key aspect of this unit.
The ‘area of responsibility’ may be, for example, a branch or department or functional area or an
operating site within an organisation.

Performance Criteria
The individual should be able to:
1.
2.
3.

4.
5.
6.
7.

8.
9.

10.

11.
12.
13.

14.

Confirm your financial responsibilities, including the limits of your authority, with those you
report to
Gather and evaluate available financial information and the objectives and associated plans for
your area and consult with colleagues to identify priorities, potential problems and risks
Identify and make use of opportunities to delegate responsibility for budgets for clearly
defined activities to colleagues in your area, providing them with the required ongoing
support and resources
Discuss and, if appropriate, negotiate delegated budgets with colleagues and agree
provisional budgets
Ensure an effective invoicing system is in place
Consult on and develop a realistic master budget for your area and submit it to the relevant
people in the organisation for approval and to assist the overall financial planning process
Discuss and, if appropriate, negotiate the proposed master budget for your area with the
relevant people in the organisation and communicate the final budget to colleagues in your
area
Establish systems to monitor and evaluate performance against delegated budgets and the
master budget and put contingency plans in place
Identify the causes of any significant variances between what was budgeted for and what
actually happened and discuss and ensure prompt corrective action is taken, obtaining
agreement from the relevant people if required
Propose revisions to the master budget, if necessary, in response to variances and/or
significant or unforeseen developments and discuss and agree the revisions with the relevant
people
Provide ongoing information on the financial performance of your area to relevant people in
your organisation
Advise the relevant people as soon as possible if you have identified evidence of any
potentially fraudulent activities
Encourage colleagues in your area to think about and identify ways of reducing expenditure
and increasing income, selecting and pursuing those ideas which have potential for
implementation
Review the financial performance of your area, particularly in relation to achievement of the
stated objectives, and identify improvements for the future
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.
K15.
K16.

The purposes of budgetary systems
The importance of agreeing financial responsibilities, including the limits of your authority,
for your area with those you report to
Where to get and how to evaluate the available financial information in order to be able to
prepare a realistic master budget for your area
The importance of taking account of the objectives and associated plans of your area in
developing and operating the master budget
How to identify opportunities and delegate responsibility for budgets
The importance of consulting with colleagues in identifying priorities, potential problems
and risks and generally preparing the budget for your area
How to discuss, negotiate and confirm budgets with colleagues in your area and with people
who control the finance and the key factors that should be covered
How to establish systems to monitor and evaluate performance against budgets
The importance of contingency plans and the type of contingencies that may occur
The main causes of variances and how to identify them
What different types of corrective action could be taken to address identified variances
The importance of agreeing revisions to the budget and communicating the changes
The importance of providing regular information on the financial performance of your area
to relevant people and what they might want to know
Types of fraudulent activities and how to identify them
How to encourage colleagues to think about ways of reducing expenditure and increasing
income
How to review the financial performance of your area against the stated objectives

Industry/sector specific knowledge and understanding
K17.
K18.

Factors, processes and trends that are likely to affect financial management in your
industry/sector
Legal, regulatory and ethical requirements in the industry/sector

Context specific knowledge and understanding
K19.
K20.
K21.
K22.
K23.
K24.
K25.
K26.
K27.
K28.
K29.
K30.

The scope and nature of your area of responsibility including the vision, objectives and
operational plans
Your financial responsibilities, including the limits of your authority.
The people you report to in your organisation
Financial information available in your organisation
Activities for which budgets have been delegated
The budgeting period(s) used in your organisation
Organisational guidelines and procedures for the preparation and approval of budgets and
for monitoring and reporting of performance against budgets and revising budgets
The agreed master budget for your area, including delegated budgets
Systems established for managing and evaluating performance against budgets
Contingency plans put in place
What to do and who to contact if you suspect fraud has been committed
Who needs information on the financial performance of your area, what information they
need, when they need it and in what format
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C32.
Manage a budget

What this standard is about:
This unit is about having ownership of and being responsible for a budget for a defined area or
activity of work. It initially involves preparing, submitting and agreeing a budget for a set operating
period. It also involves monitoring actual performance against the agreed budget and taking
necessary action in response to identified variances and any unforeseen developments.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.
5.

6.

7.
8.
9.

Evaluate available information and consult with others to prepare a realistic budget for the
respective area or activity of work
Submit the proposed budget to the relevant people in the organisation for approval and to
assist the overall financial planning process
Discuss and, if appropriate, negotiate the proposed budget with the relevant people in the
organisation and agree the final budget
Use the agreed budget to actively monitor and control performance for the respective area or
activity of work
Identify the causes of any significant variances between what was budgeted and what actually
happened and take prompt corrective action, obtaining agreement from the relevant people if
required
Propose revisions to the budget, if necessary, in response to variances and/or significant or
unforeseen developments and discuss and agree the revisions with the relevant people in the
organisation
Provide ongoing information on performance against the budget to relevant people in your
organisation
Advise the relevant people as soon as possible if you have identified evidence of potentially
fraudulent activities
Gather information from implementation of the budget to assist in the preparation of future
budgets.
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Knowledge and understanding
The individual should know and understand:

General knowledge and understanding
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.

The purposes of budgetary systems
Where to get and how to evaluate the available information in order to be able to prepare a
realistic budget
The importance of spending time on and consulting with others in preparing a budget
How to discuss, negotiate and confirm a budget with people who control the finance and the
key factors that should be covered
How to use a budget to actively monitor and control performance for a defined area or
activity of work
The main causes of variances and how to identify them
What different types of corrective action which could be taken to address identified
variances
How unforeseen developments can affect a budget and how to deal with them
The importance of agreeing revisions to the budget and communicating the changes
The importance of providing regular information on performance against the budget to
other people
Types of fraudulent activities and how to identify them
The importance of using the implementation of the budget to identify information and
lessons for the preparation of future budgets
Industry/sector specific knowledge and understanding
Factors, processes and trends that are likely to affect the setting of budgets in your
industry/sector

Context specific knowledge and understanding
K15.
K16.
K17.
K18.
K19.
K20.
K21.
K22.

The area or activity for which the budget is for
The vision, objectives and operational plans for your area of responsibility
The budgeting period(s) used in your organisation
Organisational guidelines and procedures for the preparation and approval of budgets and
for monitoring and reporting of performance against budgets and revising budgets
The agreed budget, how it can be used and how much it can be changed without approval
The limits of your authority
Who needs information in your organisation about performance against your budget, what
information they need, when they need it and in what format
What to do and who to contact if you suspect fraud has been committed
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C33.
Manage physical resources
for golf operations

What this standard is about:
Physical resources – equipment, facilities, supplies, external services and utilities – are very important
to a safe and fulfilling experience for customers and communities. Managers and sports development
professionals need a sound knowledge of the resources available and a good understanding of how
to specify and obtain these resources, monitor their use and maintain and improve them in a way that
meets customer/community expectations.

Performance Criteria
The individual should be able to:

Resource your operational plans for sport and active leisure
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.

Identify from your operational plans the resources that you need
Work with others to specify criteria for the resources you need
Evaluate a range of possible resources and suppliers using agreed criteria
Identify the resources that provide best value in terms of efficiency, effectiveness and
organisational requirements
Ensure that these resources support the diverse needs of customers
Collect and record information about selected resources and consult with others
Establish and apply agreed methods for the selection of suppliers
Reach agreements with suppliers which meet agreed criteria and follow your organisation’s
requirements
Establish mutual expectations and responsibilities with suppliers
Make clear and accurate records of the agreements you have made and make these available
to others
Ensure that you consistently follow appropriate procurement policies, procedures and legal
requirements

Monitor the use of sport and active leisure resources
12.
13.
14.
15.
16.
17.
18.

Make sure you have the necessary information about legal, regulatory and organisational
requirements for your resources and manufacturers’ guidelines
Maintain complete and accurate records of your resources
Carry out and record regular inspections of your resources, in line with legal, regulatory and
organisational requirements
Monitor, evaluate and record the quality, efficiency and effectiveness of your resources against
agreed standards
Ensure that the quality and quantity of resources is maintained
Make sure your records are available to colleagues and external agencies when needed
Make necessary reports to your organisation and external agencies.
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Maintain and improve sport and active leisure resources
19.
20.
21.
22.
23.

24.
25.
26.

Identify resources that fail to meet organisational, legal and regulatory requirements or the
expectations of others
Monitor new industry developments for sport and active leisure resources
Working in consultation with others, identify maintenance needs and opportunities for
improvement
Seek the advice and support of competent professionals when necessary
Plan and arrange for the maintenance and improvements to resources to be carried out in line
with your organisation’s needs, procedures and the recommendations of manufacturers and
suppliers
Make sure that work meets organisational, legal and regulatory requirements and is done
according to schedule and budget
Ensure others are informed of maintenance and improvements and arrangements are put in
place to keep service disruption to a minimum
Ensure all maintenance and improvement activities are monitored and evaluated on a regular
basis and that accurate records are maintained
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.

Types of resources which need to be managed in the golf business: equipment, facilities,
supplies, external services, utilities, transport
The other people involved in managing resources in the golf business: colleagues, decision
makers, resource experts, customers, stakeholders
Criteria for obtaining resources from suppliers: cost, quality, quantity, availability
The range of resources used in sport and active leisure, their features and uses
Legal and regulatory requirements for the use and maintenance of sport and active leisure
resources
Legal and regulatory requirements covering access to and use of resources – for example
those covering disability discrimination and equal opportunities
Legal and regulatory requirements covering environmental issues to do with sport and active
leisure resources
Legal requirements covering contracts and other types of agreements to supply, deliver and
install resources
Legal and organisational requirements covering procurement and the tendering and
selection process.
Sources of professional expertise, information and advice on sport and active leisure
resources and their procurement, use, maintenance and improvement
Key organisational requirements covering the quality, cost and efficiency of sport and active
leisure resources
People you should consult with and involve in the management of resources, including,
where appropriate, local communities

Resourcing your operational plans
K13.
K14.
K15.
K16.
K17.
K18.

How to analyse your operational plans to identify the type and quantity of resources that you
need
How to develop criteria – including cost and budget – for the resources that you need
Why it is important to involve others in developing criteria for the resources that you need,
who to involve and how to do so
How to evaluate available resources and suppliers using agreed criteria
How to record information about available resources and your evaluation
How to work effectively with suppliers and external contractors
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Monitoring the use of resources
K19.
K20.
K21.

The importance of keeping accurate and complete records regarding the resources you are
responsible for and their use
Why it is important to carry out regular inspections of the resources you are responsible for
and how to do so
How to monitor the use of the resources you are responsible for and evaluate their
efficiency, effectiveness and quality

Maintaining and improving resources
K22.
K23.
K24.
K25.

How to collect information from customers, colleagues and others on how resources could
be improved
How to plan and implement maintenance and improvement activities and take corrective
action when required
How to keep work within schedule and budget
The importance of effective communication with colleagues and customers when
maintenance and improvement work is underway
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C34.
Manage health, safety, security and welfare
of staff and users in the golf business

What this standard is about:
Health, safety, security and welfare are of vital importance in sport and active leisure. Incidents may
occur that will cause physical or emotional harm to customers or staff and have consequences for the
manager and their organisation. This unit covers the manager’s responsibility for assessing risk and
putting in place normal and emergency operating procedures to manage these risks at an acceptable
level. It also covers promoting a culture of health and safety – ensuring that staff are fully briefed and
trained in health, safety, security and welfare procedures and are constantly alert to hazards. There is
also an important part on the protection of children and vulnerable adults.

Performance Criteria
The individual should be able to:

Manage the assessment of risk
1.
2.

3.
4.
5.
6.
7.

Ensure a health and safety policy is in place and that there are systems and procedures to
support this
Create a safety culture by ensuring that relevant people in your area of responsibility
understand the importance of health, safety, security and welfare and are constantly alert to
hazards and risks
Ensure that staff in your area of responsibility are competent to identify hazards and assess
risks
Ensure that facilities, equipment and activities are monitored for health, safety, security and
welfare issues as appropriate
Ensure that hazards are identified and risks are assessed, recorded, monitored and reviewed
according to legal, regulatory and organisational requirements
Consult an appropriate person when risk assessment is beyond the level of competence in
your area of responsibility
Follow the correct organisational, legal and regulatory procedures when the level of risk is
unacceptable

Manage the development and maintenance of normal and emergency operating procedures
8.
9.
10.
11.
12.
13.
14.
15.
16.

Ensure that there are procedures in place to keep risks to an acceptable level
Ensure these procedures are consistent with legal, regulatory and organisational requirements
Ensure that relevant people have the information, training and practice they need about
procedures and encourage and motivate them to follow these procedures
Manage the implementation of procedures, intervening effectively when procedures are not
being followed
Monitor and review the effectiveness of procedures on an ongoing basis and improve them
when necessary
Ensure that staff are informed of any changes
Ensure that accidents and incidents are properly recorded and, where appropriate, reported to
appropriate organisations according to legal requirements
Assist in the investigation of accidents and incidents
Review procedures and risk assessments after accidents and incidents
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Manage procedures for the protection of vulnerable people
17.
18.
19.
20.
21.
22.
23.
24.
25.
26.

Carry out your responsibilities for the protection of vulnerable people according to
organisational, regulatory and legal requirements
Give relevant people the information they need about policies and procedures and encourage
and motivate them to follow these
Ensure that staff are trained to follow policies and procedures for the protection of vulnerable
people
Monitor staff behaviour and ensure that procedures are being followed
Intervene when policies and procedures are not being followed
Make sure there are systems in place to enable relevant people to report any suspicions they
have about possible abuse
Follow the correct procedures when there are suspicions of possible abuse
Protect, and encourage others to protect, confidential information
Make sure staff involved in cases of suspected abuse receive any support they may need
Monitor and review the effectiveness of policies and procedures on an ongoing basis and
improve them when necessary
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.
K15.

Relevant people involved in health and safety in the golf business: colleagues and team
members, customers (including third parties), facility owners, contractors
Potential hazards to health, safety, security and welfare
Health and safety procedures including normal operating procedures and emergency action
plan
Types of risks to health, to safety, to security
The importance of health, safety, security and welfare in a sport and active leisure
environment
The key requirements of health and safety legislation and regulations, including civil law, as
they affect your area of work
Other legislation, for example covering disability, that may impact on health and safety
The external regulatory bodies responsible for health and safety and the role that they play
Why it is important to meet the requirements of external health and safety bodies and what
may happen if you do not follow their requirements
Your organisation’s health, safety and security procedures and policies
Principles of the duty of care, including third party operators
Definition of ‘health’ as it covers emotional/psychological health
National Governing Body guidance relating to activities, where appropriate to your work
The importance of adequate insurance arrangements and how to ensure that these are in
place
Your responsibilities regarding third parties and their rights and responsibilities

Assessing risk
K16.
K17.
K18.
K19.
K20.
K21.
K22.
K23.
K24.
K25.
K26.

The importance of identifying hazards and assessing risks
The importance of involving as many relevant people as possible in identifying hazards and
assessing risks
How to involve others in identifying hazards
The information which needs to be collected to make an effective risk assessment and how
to collect, evaluate and record such information
The types of hazards, incidents and emergencies which are likely to be present in your area
of responsibility
How to identify existing hazards and controls
What are risk acceptance criteria and how to determine these
How to assess risks and ensure that staff are trained and motivated to assess and manage
risks
How to determine when risks are unacceptable according to organisational, local and
national requirements
Technical limitations when assessing risks and who are the competent specialists who need
to be consulted when a risk or hazard is beyond own limitations
The importance of continuing to monitor for new hazards and assessing the risks presented
by these
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K27.
K28.
K29.
K30.
K31.

The importance of safety procedures to manage risks in own area of responsibility
Why it is important to involve as many people as possible in developing such safety
procedures and how to do so
How to develop safety procedures which are consistent with a risk assessment
The circumstances in which appropriate authorities would have to be informed about lack of
effective risk management
Who are the appropriate authorities and how to inform them

Developing and maintaining normal and emergency operating procedures
K32.
K33.
K34.
K35.
K36.
K37.
K38.
K39.
K40.

K41.
K42.

Effective methods of promoting safety to participants and staff
How to make sure participants and staff know and adhere to the relevant safety
requirements
Why participants and colleagues should be encouraged to take responsibility for their own
safety
The importance of reviewing and adapting procedures on an ongoing basis
The importance of monitoring the implementation of safety procedures and of intervening
promptly when these are not being followed
How to monitor the effectiveness of normal and emergency operating procedures
How to ensure that staff respond effectively to incidents and emergencies
How to exercise authority and leadership in potentially hazardous situations
The types of untoward incidents (including ‘near misses’) relating to activities, participant
and staff behaviour and environmental damage, which may occur and why they should be
reported
How to record and report incidents and emergencies
How to recommend new approaches which might prevent emergencies and incidents being
repeated

Protecting vulnerable people
K43.
K44.
K45.
K46.
K47.
K48.
K49.
K50.
K51.
K52.
K53.
K54.
K55.

Types of abuse : physical, neglect, emotional, sexual
The importance of effective protection for vulnerable participants
Who are vulnerable participants
Key requirements of legislation for child protection
Other types of vulnerable people who may need similar protection and legal requirements in
relation to these
Your organisation’s policies and procedures for the protection of vulnerable participants and
your responsibilities
The main risks to children and other vulnerable people and procedures – for example
Criminal Record Bureau checks – that must be used to ensure protection
The importance of checking that protection procedures are being followed and how to do so
How to respond when there are suspicions of abuse according to organisational and legal
requirements
Why it is important to collect, assess and share information about possible abuse
Reporting procedures relating to abuse
Types of support that you or your colleagues may need and how to access such support
The rules and guidelines covering the confidentiality of information relating to abuse
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C35.
Ensure the health, safety, welfare
and security of customers and staff

What this standard is about:
This unit is about promoting and maintaining a culture of health, safety and security in sport, leisure
and other types of related activities. It also has an important section on maintaining policies and
procedures for the protection of vulnerable participants and when necessary, dealing with suspicions
of possible abuse.

Performance Criteria
The individual should be able to:

Identify hazards and assess risks to health, safety and security
1.
2.
3.
4.
5.
6.
7.

Check facilities, equipment and activities for health, safety and security issue
Gather information from all relevant people about possible hazard
Record all significant hazards, who is exposed, and any existing safety procedures
Assess the risks associated with these hazards and whether these risks are acceptable
according to legal and organisational requirement
Consult an appropriate person when assessing the risks is beyond your level of competence
Report any unacceptable risks following legal and organisational requirements
Continue to monitor for new hazards and assess their risks on an ongoing basis

Contribute to developing and maintaining normal and emergency operating procedures
8.
9.
10.
11.
12.
13.
14.

Put in place the procedures to keep risks to an acceptable level
Make sure these procedures are consistent with legal and organisational requirements
Give relevant people the information they need about procedures and encourage and motivate
them to follow these procedures
Intervene effectively when procedures are not being followed
Continue to review and adapt procedures when necessary
Gather feedback from relevant people on how well procedures are working
Use this feedback to improve procedures

Contribute to maintaining and improving procedures for the protection of vulnerable participants
15.
16.
17.
18.
19.
20.
21.
22.
23.

Carry out your responsibilities for the protection of vulnerable participants according to
organisational and legal requirements
Give relevant people the information they need about policies and procedures and encourage
and motivate them to follow these
Intervene when policies and procedures are not being followed
Encourage relevant people to report any suspicions they have about possible abuse
Follow the correct procedures when there are suspicions of possible abuse
Protect, and encourage others to protect, confidential information
Make sure staff involved in cases of suspected abuse receive any support they may need
Gather feedback from relevant people on how well procedures are working
Use this feedback to improve procedures
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.
K15.

K16.
K17.
K18.
K19.
K20.
K21.
K22.
K23.
K24.
K25.
K26.
K27.
K28.

Relevant people involved in ensuring the health, safety, security and welfare of customers
and staff: colleagues and team members, participants, clients, facility owners
Types of hazard in the golf business to health, to safety, to security
Procedures in use in the golf facility: normal operating procedures, emergency operating
procedures
Types of risk in the golf business to health, to safety, to security
Types of abuse: physical, neglect, emotional, sexual, bullying
The key requirements of health and safety legislation that affect your area of work
Your organisation’s health, safety and security procedures and policies
Principles of the duty of care
Definition of ‘health’ as it covers emotional/psychological health
Equipment manufacturers’ guidelines, as appropriate to your work
National Governing Body guidance relating to activities, where appropriate to your work
Knowledge of relevant operating procedures regarding health and safety
The possible impact of weather on health and safety in your area of responsibility
How to exercise authority and leadership in potentially hazardous situations
The types of untoward incidents (including ‘near misses’) relating to activities, participant
and staff behaviour and environmental damage, which may occur and why they should be
reported
The importance of identifying hazards and assessing risks
The importance of involving as many relevant people as possible in identifying hazards and
assessing risks
How to involve others in identifying hazards
The information which needs to be collected to make an effective risk assessment and how
to collect, evaluate and record such information
The types of hazards which are likely to be present in your area of responsibility
How to identify existing hazards and controls
What are risk acceptance criteria and how to determine these
How to assess risks
How to determine when risks are unacceptable according to organisational, local and
national requirements
Own technical limitations when assessing risks and who are the competent specialists who
need to be consulted when a risk or hazard is beyond own limitations
The importance of continuing to monitor for new hazards and assessing the risks presented
by these
The importance of safety procedures to manage risks in own area of responsibility
Why it is important to involve as many people as possible in developing such safety
procedures and how to do so
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K29.
K30.
K31.
K32.
K33.
K34.
K35.
K36.
K37.
K38.
K39.
K40.
K41.
K42.
K43.
K44.
K45.
K46.
K47.
K48.
K49.
K50.
K51.
K52.
K53.
K54.
K55.
K56.
K57.
K58.

How to develop safety procedures which are consistent with a risk assessment
The circumstances in which appropriate authorities would have to be informed about lack of
effective risk management
Who are the appropriate authorities and how to inform them
Effective methods of promoting safety to participants and staff
How to make sure participants and staff know and adhere to the relevant safety
requirements
Why participants and colleagues should be encouraged to take responsibility for their own
safety
The importance of reviewing and adapting procedures on an ongoing basis
The importance of monitoring the implementation of safety procedures and of intervening
promptly when these are not being followed
Why participants and staff should be actively encouraged to provide feedback on risks,
hazards and ground rules
How to encourage such feedback effectively
How to use participant and staff feedback to improve ground rules
The types of incidents and emergencies which are likely to occur and how to deal with these
How to ensure that other team members respond effectively to incidents and emergencies
How to decide what type of assistance is appropriate to the incident and emergency and how
to summon such assistance
Information which the people providing assistance will need to know
Own level of competence and responsibility in relation to an emergency or incident
How to record and report incidents and emergencies
How to recommend new approaches which might prevent emergencies and incidents being
repeated
The importance of effective protection for vulnerable participants
Who are vulnerable participants
Key requirements of legislation for child protection
Other types of vulnerable people who may need similar protection and legal requirements in
relation to these
Your organisation’s policies and procedures for the protection of vulnerable participants and
your responsibilities
The main risks to children and other vulnerable people and procedures – for example
Criminal Record Bureau checks – that must be used to ensure protection
The importance of checking that protection procedures are being followed and how to do so
How to respond when there are suspicions of abuse according to organisational and legal
requirements
Why it is important to collect, assess and share information about possible abuse
Reporting procedures relating to abuse
Types of support that you or your colleagues may need and how to access such support
The rules and guidelines covering the confidentiality of information relating to abuse.
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C36.
Support the efficient use of resources

What this standard is about:
This unit is about managing the resources for which you are responsible. These resources can
be financial resources in the form of a budget or physical resources such as equipment and
consumables. It covers recommending the resources you and your team need to meet their
objectives. It also covers monitoring and controlling the way in which resources are used.

Performance Criteria
The individual should be able to:

Make recommendations for the use of resources
1.
2.
3.
4.
5.
6.

Give relevant people the opportunity to provide information on the resources the team needs
Make recommendations for the use of resources that take account of relevant past experience
Make recommendations that take account of trends and developments which are likely to
affect the use of resources
Make recommendations that are consistent with team objectives, organisational policies and
environmental concerns
Make recommendations that clearly indicate the potential benefits they expect from the
planned use of resources
Present the recommendations to relevant people in an appropriate and timely manner

Contribute to the control of resources
7.
8.
9.
10.
11.
12.
13.

Give relevant people opportunities to take individual responsibility for the efficient use of
resources
Monitor the use of resources under your control at appropriate intervals
Make sure the use of resources by the team is efficient and takes into account the potential
impact on the environment
Monitor the quality of resources continuously and ensure consistency in product and service
delivery
Identify problems with resources promptly, and make recommendations for corrective action
to the relevant people as soon as possible
Make recommendations for improving the use of resources to relevant people in an
appropriate and timely manner
Make sure that records relating to the use of resources are complete, accurate and available to
authorised people only
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.
K15.
K16.

Relevant people involved in using resources in the golf business: team members, colleagues
working at the same level, higher level managers or supervisors
Corrective action which can be taken when contributing to the control of resources: altering
activities, modifying the use of resources, re-negotiating the allocation of resources
How to communicate effectively with team members, colleagues and line managers
How to develop and argue an effective case for changes in the management of resources
How to enable people to identify and communicate the resources they need
How to encourage others to take responsibility for the control of resources in their own area
of work
Team objectives and organisational policies regarding the use of resources
Organisational procedures for making recommendations on the use of resources
The trends and developments which may influence the future use of resources and how to
plan for these
The potential environmental impact of the resources being used
The problems which may occur with resources and how you can deal with these
The importance of effective management of resources to organisational performance
The principles underpinning the effective and efficient management of resources
The importance of keeping accurate records on the use of resources
How to monitor and control the use of resources to maximise efficiency, whilst maintaining
the quality of products and services
How to analyse the past use of resources, and utilise the results to make recommendations
on more effective use of resources in the future
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C37.
Supervise the maintenance
of equipment and facilities

What this standard is about:
This unit is about making sure that equipment and facilities are properly checked and maintained.
It also covers supervising major and minor repairs and improvements to equipment and facilities.

Performance Criteria
The individual should be able to:

Supervise the maintenance of facilities and equipment in your area of responsibility
1.
2.
3.
4.
5.
6.
7.

Make sure staff in your area of responsibility understand and support agreed standards for
the condition of equipment and facilities
Make sure staff have the necessary resources and skills to monitor and maintain the condition
of facilities and equipment
Make sure the checking and maintenance of facilities and equipment follows the agreed
schedule and health and safety requirements
Carry out spot checks to make sure that facilities and equipment are up to agreed standards
Encourage staff to report any problems with facilities and equipment when they occur
Deal with identified problems according to agreed procedures
Maintain records to do with checking and maintenance and store them in the correct location.

Supervise repairs and improvements to facilities and equipment
8.
9.
10.
11.
12.
13.
14.
15.
16.

Make sure there is a specification and plan for the work and these are agreed with the people
carrying out the work and relevant colleagues
Make arrangements which minimise disruption to normal and emergency operating plans and
take account of possible contingencies
Give relevant staff and users information about the work being carried out and any
arrangements that affect them
Put procedures in place to maintain the health and safety of staff and users when work is
underway
Monitor the work and provide support to make sure it meets the agreed specification and
schedule
Refer any problems beyond your level of responsibility to an appropriate colleague
Check that work when completed meets the agreed specification
Complete records of the work which has been done and store them in the correct location
Update staff and users on the work that has been carried out
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.
K15.
K16.
K17.
K18.
K19.
K20.
K21.
K22.
K23.
K24.
K25.

K26.
K27.

Why it is important for facilities and equipment to be properly maintained
Your organisation’s standards for the condition of facilities and equipment in your area of
responsibility
Procedures to follow when supervising the checking and maintenance of equipment by your
own staff and by contract staff
How and when to authorise repairs
How to remove equipment/facilities from use and reporting the problem
Principles of the duty of care and legal requirements for the maintenance of facilities and
equipment
Why it is important for staff to understand and support agreed standards
Equipment manufacturers’ maintenance guidelines, as appropriate to your work
National guidelines relating to equipment and facilities, where appropriate to your work
The resources and training that staff need to maintain equipment and facilities to the agreed
standards
The agreed maintenance schedule for equipment and facilities in your area of responsibility
and why it is important to follow this
Why it is important to carry out spot checks and how to do so
The types of problems that could occur with facilities and equipment in your area of
responsibility and how to deal with these according to your level of responsibility
The maintenance records that need to be completed and why they are important
The different procedures you should follow when dealing with your own staff and with
contractor staff
The procedures you should follow when removing equipment from use and why they are
important
What should be in a specification and plan for work being undertaken and why these are
important
Why it is important to minimise disruption to normal and emergency operating plans and
what factors you should consider
Why it is important to identify and plan for possible contingencies and how to do so
Why it is important to communicate with staff and users about work being carried out and
the most effective ways of doing so
Health and safety implications that you must consider when work is being done and how to
minimise risks to staff and users
Why it is important to monitor the work that is being done and how to do so without causing
further problems
How to check that work is meeting the agreed specification and schedule and why this is
important
The types of support that people carrying out the work may need and how to provide this
The types of problems that may occur when work is taking place, which types of problems
you can deal with yourself and which you would need to report to someone else and who
that person should be
Why it is important to keep records of work and how to do so
Why it is important to inform staff and users when work is complete and most effective ways
of doing so
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C4.
Manage a project

C41.	Manage a project
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C41.
Manage a project

What this standard is about:
This unit is about managing a project. This involves developing and agreeing a plan for the
project and monitoring and controlling implementation of and changes to the plan. It also involves
ensuring that the project achieves its key objectives and is completed to the satisfaction of all key
stakeholders.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.
5.
6.
7.
8.
9.

10.
11.
12.

Discuss and agree the key objectives and scope of the proposed project and the available
resources with the project sponsor(s) and any key stakeholders
Identify how the proposed project fits with the overall vision, objectives and plans of the
organisation and any programmes of work or other projects being undertaken
Develop, in consultation with relevant people, a realistic and thorough plan for undertaking
the project and achieving the key objectives
Discuss and agree the project plan with the project sponsor(s) and any key stakeholders,
making changes where necessary
Brief any project team members on the project plan and their roles and responsibilities and
provide ongoing support, encouragement and information
Put sustainable processes and resources in place to manage potential risks arising from the
project and deal with contingencies
Implement the project plan, selecting and applying a range of basic project management tools
and techniques to monitor, control and review progress
Communicate progress to the project sponsor(s), any key stakeholders and any project team
members on a regular basis
Identify, in the light of progress and any problems encountered and wider developments, any
required changes to the project plan, obtaining agreement from project sponsors and any key
stakeholders where necessary
Achieve project objectives using the agreed level of resources
Confirm satisfactory completion of the project with the project sponsor(s) and any key
stakeholders
Evaluate the success of the project, identifying what lessons can be learned and recognising
the contributions of any project team members
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.

K8.
K9.

K10.
K11.
K12.
K13.
K14.
K15.
K16.
K17.
K18.
K19.
K20.

The fundamental characteristics of projects as opposed to routine management functions/
activities.
The role and key responsibilities of a project manager.
Key stages in the project life cycle.
The importance of the relationship between the project manager and the project sponsor(s)
and any key stakeholders.
Why it is important to discuss and agree the key objectives and scope of a proposed project
with the project sponsor(s) and any key stakeholders before detailed planning commences.
The type of information needed for effective project planning.
Why it is important to be able to identify and understand how a project fits with the overall
vision, objectives and plans of the organisation and any programmes of work or other
projects being undertaken.
Why it is important to consult with relevant people in developing a project plan and how to
do so effectively.
What should be included in a project plan, particularly activities, required resources and
timescales and why the plan needs to be discussed and agreed with the project sponsor(s)
and any key stakeholders.
Why it is important that any project team members are briefed on the project plan, their
roles and responsibilities and how to do so effectively.
Ways of providing ongoing support, encouragement and information to any project team
members.
Ways of identifying and managing potential risks in relation to the project.
The importance of contingency-planning and how to do so effectively.
How to select from and apply a range of basic project management tools and techniques to
monitor, control and review progress of the project.
Effective ways of communicating with project sponsor(s) and any key stakeholders during a
project.
The importance of agreeing changes to the project plan with the project sponsor(s) and any
key stakeholders.
The type of changes that might need to be made to a project plan during implementation.
Why it is important to confirm satisfactory completion of the project with the project
sponsor(s) and any key stakeholders and how to do so effectively.
How to establish effective systems for evaluating the success of projects and identifying
lessons for the future.
The importance of recognising the contributions of project team members to the success of
projects and different ways of doing so.
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K21.
K22.
K23.
K24.
K25.
K26.
K27.
K28.
K29.
K30.
K31.
K32.
K33.
K34.
K35.
K36.
K37.
K38.

Project management tools and techniques commonly used in the industry or sector.
Risks and contingencies common to the industry/sector.
The project sponsor(s) – the individual or group for whom the project is being undertaken.
Key stakeholders – the individuals or groups who have a vested interest in the success of the
project and the organisation.
The agreed key objectives and scope of the proposed project and the available resources.
The overall vision, objectives and plans of the organisation and any other relevant
programmes of work or other projects being undertaken.
Mechanisms for consulting on the development of the project plan and the views/thoughts
received from relevant people in relation to proposals.
The agreed project plan.
The roles and responsibilities of any project team members.
Methods used for briefing, supporting, encouraging and providing information to any
project team members.
Sustainable processes and resources put in place to manage potential risks and deal with
contingencies
Type and nature of potential risks identified and contingencies encountered
Specific project management tools and techniques used to monitor, control and review
progress
Processes in place for communicating information on progress of the project to the project
sponsor(s), any key stakeholders and any project team members
Processes in place for identifying and agreeing changes to the project plan and any changes
which have been made
Processes for confirming satisfactory completion of the project with the project sponsor(s)
and any key stakeholders
Processes for evaluating the success of the project and any lessons which have been learned
from undertaking the project
Methods used for recognising the contributions of any project team members to successful
projects.
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C5.
Sell and market services

C51.
Build understanding of the market and customers of the golf business
C52.	Develop and implement marketing plans for the golf business
C53.	Assist with growing the membership of the golf business
C54.	Manage golf retail operations
C55.	Sell golf products or services face to face
C56. 	Plan, market and sell services
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C51.
Build understanding of the market
and customers of the golf business

What this standard is about:
This unit is about making sure that relevant and reliable information about the golf business’ market
and customers is constantly available and shared. The term ‘customer’ includes internal and external
customers of the organisation or part of the organisation that the manager is responsible for.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.
5.
6.
7.
8.

Identify customers’ current and future needs and expectations and predicted future demand
levels
Identify the market for products and/or services and any market segments.
Identify and assess current and future developments in your sector, including competitors’
activities
Identify and assess opportunities to expand into new markets and for innovations that meet
customers’ needs
Identify the reasons why customers use products and/ or services from your organisation
rather than from your competitors
Identify and assess any threats to, and weaknesses in, your organisation’s products and
services
Make sure there is a shared understanding of your customers and your competitive position in
the market across your organisation
Use information about customers and the market to help managers make decisions.
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.
K15.
K16.
K17.
K18.
K19.

Where to get information about customers and the market and the advantages and
disadvantages of different sources
How to can get information on competitors or similar organisations
How to assess sources of information about customers and the market to see how suitable
they are to use
Sources of professional market-research expertise
Methods of gaining customer feedback, and the costs and benefits associated with them
How to analyse, measure and assess data and turn it into information that is suitable for
business purposes
Awareness of how information software products can help to collect and analyse information
The legislative and ethical restrictions relating to the collecting, storing and sharing of
information
The importance of checking users’ understanding of the process for collecting information
and their role supporting it
The principles of cost-benefit analysis
The principle that customers buy products and/or services for the benefits they give them
The principle of trying to secure competitive advantage so that more customers will prefer
the products and/or services of your organisation
The principles of market segmentation and why this is important
The sector and market in which the golf business works
Legal and regulatory restrictions that may affect products and/or services (or both)
Sources of specific information about the market and about the customers
Products, services, technologies and processes within the golf business
Opportunities for collecting existing and new information about the market and customers
The information about markets and customers that is available within the golf business, and
the systems that are used for collecting and storing the information
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C52.
Develop and implement marketing
plans for golf operations

What this standard is about:
This standard is about developing and implementing marketing plans. This standard describes
the classic model of marketing planning, implementation and control, which can be adopted by
individuals in the golf industry with responsibility for marketing who do not have specialist marketing
expertise.

Performance Criteria
The individual should be able to:
1.

2.
3.
4.
5.
6.
7.
8.
9.
10.
11.

Identify and prioritise marketing objectives that are consistent with the organisation’s overall
business plan, culture, vision and values and take into account the needs of other areas of the
organisation
Obtain advice and support from marketing specialists and those providing marketing services,
as required
Identify the target markets for products and services and develop appropriate strategies for
realising marketing objectives
Develop and agree marketing plans and budgets for the achievement of the strategies, setting
out clear actions, risks, contingencies, accountabilities and milestones
Identify and access the resources and capabilities required for plans
Ensure that those implementing the marketing plan understand their individual
responsibilities and are committed to achieving objectives
Exercise flexibility while implementing the plan as agreed and within budget
Implement the plan as agreed whilst exercising flexibility
Monitor and report on the implementation and performance of the plan against milestones
and budgets
Take timely and appropriate action to address any significant variances in performance
against the plan
Evaluate the implementation of the marketing plan and use the information to improve future
marketing planning.
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.
K15.

How to identify, develop and prioritise marketing objectives that are consistent with the
organisation’s overall business plan
The importance of obtaining advice and support from marketing specialists and those
providing services, as required
How to identify and target markets
How to develop appropriate strategies for realising marketing objectives
How to develop marketing plans and budgets for the achievement of the strategies, setting
out clear actions, accountabilities and milestones and the importance of agreeing these
How to identify and access the resources and capabilities required for plans
How to identify sustainable resources and ensure their effective use to support your plans
The importance of communicating the plan to people and ensuring understanding and
commitment, and how to do so effectively
The importance of implementing the plan as agreed and within budget
How to monitor and report on the implementation and performance of the plan against
milestones and budgets
The importance of taking timely and appropriate action to address any significant variances
in performance against the plan, and how to do so effectively
The importance of identifying ways in which future marketing planning can be improved
How to develop and implement measures and methods for evaluating the implementation of
the marketing plan
Golf industry requirements for developing and implementing marketing plans
Sources of advice, and support from marketing specialists and those providing marketing
services
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C53.
Assist with growing the membership
of the golf business

What this standard is about:
Golf facilities often rely on their membership to develop and sustain themselves and the sport of golf.
It is important that golf organisations have clear and effective strategies for recruitment and retention
and that the membership is regulated in line with organisational and legal requirements.

Performance Criteria
The individual should be able to:

Promote the benefits of being involved in golf
1.
2.
3.
4.
5.
6.
7.
8.

Identify key messages for the target groups identified
Ensure these messages effectively promote the benefits of taking part in your sport
Ensure the development of resources that convey these key messages in a way that is likely to
motivate potential members
Involve key stakeholders in the development of resources
Ensure that your resources provide information on how to contact and join local golf
organisations
Identify and implement the most effective methods of using resources to attract identified
target groups
Ensure promotional methods are legal and ethical
Monitor, adjust and evaluate the effectiveness of the resources

Establish and monitor membership systems
9.
10.
11.
12.
13.
14.
15.

Ensure there are systems in place for recruitment of members and the recording of
membership
Ensure these systems conform with legal and organisational requirements
Ensure that membership is audited regularly, recorded and summarised
Ensure that membership conforms to legal and organisational requirements
Regularly monitor patterns of recruitment and leaving, and identify patterns and trends
Report on patterns and trends to key decision makers in your organisation
Develop and implement strategies to retain and recruit members

Advise on recruitment and retention
16.
17.
18.
19.
20.

Provide local representatives with information on recruitment and retention policies,
procedures, priorities and campaigns
Ensure local representatives are applying the correct procedures for vetting and regulating
membership
Assist representatives to identify significant local factors in recruitment and retention
Assist local representatives to select appropriate and relevant resources to maximise local
impact
Deal with requests from local representatives on recruitment and retention promptly and in
line with your organisation’s policies
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.
K15.
K16.
K17.
K18.
K19.
K20.
K21.
K22.

The importance of golf organisations maintaining and developing their membership
Policies and procedures relating to the recruitment and retention of members
Legal requirements relating to the recruitment and retention of members, including those
for safeguarding children and young people
How to develop a strategy for recruitment and retention
How to select target groups for recruitment and retention strategy
How to carry out a strengths, weaknesses, opportunities and threats analysis to develop
your strategy
How to identify key performance measures for your strategy and why evaluation is important
How to identify the objectives, actions and resources needed for your strategy
The importance of having stakeholder buy-in for the strategy and how to obtain this
How to identify and check key messages which will be attractive to the target groups you
have identified
How to develop resources to support a promotional strategy and key partners and sources
of expert advice and support you can draw on
Legal and ethical requirements relating to promotional materials and activities
How to develop systems for recruitment and the recording of membership
Legal requirements relating to information about members
Why it is important to regularly audit your membership and apply procedures for
safeguarding children and young people
Golf organisation policies which are relevant to membership, including those for
safeguarding children and young people
How to monitor and identify patterns of recruitment and leaving
How to respond to patterns of recruitment and leaving
What information local representatives need relating to recruitment and retention
The types of local factors that affect recruitment and retention
How local representatives can respond to patterns in recruitment and retention
The types of requests that local representatives may have relating to recruitment and
retention and how to respond to these
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C54.
Manage golf retail operations

What this standard is about:
This standard covers the knowledge and skills required to manage the operations of an on-course
golf shop according to golf facility’s operational plan.

Performance Criteria
The individual should be able to:

Clarify the golf retail operation’s objectives
1.
2.
3.
4.
5.
6.

Obtain and document the principles and policy of the golf facility to enable the marketing
effort to be focused
Determine the current and prospective customer base and identify strategies to service these
groups in terms of stock types and pricing
Develop marketing/retail strategies in line with the golf facilities operational plans
Confirm the objectives and focus of the organisation with key stakeholders where appropriate
Identify the scope and type of groups targeted as potential customers and implement
strategies to attract them, eg, current members, social players, groups, corporate groups
Identify maximal/ideal rounds per day and rounds per week

Prepare a marketing strategy for the golf retail operation
7.
8.
9.
10.
11.
12.
13.
14.

Clearly define marketing strategy to ensure promotional activities are relevant to marketing
directions
Define price of service and/or product for each market niche
Profile readily identifiable target markets and develop marketing strategies
Plan client market research activities and schedule within appropriate time frames
Set measurable performance targets and agreed with relevant parties in advance of any
marketing activity
Manage promotions in order to achieve maximum client impact and develop contingency
plans
Negotiate arrangements with suppliers in regard to special promotional activities
Coordinate organisation activities to complement manufacturer’s or other organisation’s
promotions

Manage the golf retail operation’s merchandising
15.
16.
17.
18.
19.
20.
21.

Develop layout and presentation to support market position and promote client flow
according to organisation’s policies and procedures
Develop layout assessment checks
Define and clearly communicate to staff standards for visual presentations and displays
Consult staff to assess client response to space allocations
In-service staff on stock types in terms of performance and target markets
Select staff to ensure appropriate information/advice is relayed to clients
Select stock in regard to identified market type
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Manage the golf retail operation’s on course golf operations
22.
23.
24.
25.
26.
27.
28.

Identify courses ideal and maximum rounds played per day/per week
Develop awareness of course renovations and maintenance, in terms of scheduling events and
groups
Balance the needs of members and social/corporate groups effectively
Document policy regarding the marketing and taking of group bookings
Implement procedures for coordination of group bookings with food and beverage staff
Utilise effective housekeeping and bookings systems
Identify and undertake event promotion opportunities (PGA Holden scramble days, Pro am
events, corporate days

Manage pricing policies
29.
30.
31.

32.
33.
34.

Maintain organisation’s policies and procedures in regard to pricing
Maintain and communicate accurate information on pricing trends and changes to relevant
staff
Develop and implement procedures for pricing/marking down of slow moving stock,
superseded stock, soiled or damaged goods and out of season stock according to
organisation’s pricing policies
Develop and implement procedures for pricing of newly released stock
Control and document accurate stock levels
Follow repair and replacement procedures for faulty equipment

Monitor and review golf retail operation merchandising plan
35.
36.
37.

Collect valid and reliable data on marketing performance in line with on and off course
performance targets within the work environment
An objective assessment is made by comparison of data against defined expectations of the
marketing plan and its implementation
Information on marketing performance is made available for planning to ensure future
developments incorporate required changes and improvements to the organisation
merchandising plan
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Knowledge and understanding
The individual should know and understand:
K1.
K2.

K3.

K4.

K5.

K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.

Types of customer of a golf retail operation: including club members, regular visitors/social
players, non regular players at the course, corporate or organised social groups
Key stakeholders in a golf facility to include Board of Management, Chief Executive Officer.
Secretary Manager, Club Committee/sub committees, Head Professional and Assistant
Professional
Typical performance targets for a golf retail operation, to include level of memberships,
number of rounds per day/month, level of awareness, degree of competition, sales volumes,
client spend per round played
Broad knowledge of and compliance with golf shop’s policies and procedures, particularly in
regard to
- layout and presentation
- advertising and promotions
- pricing/marking down of goods, including risk assessment
- housekeeping for premises, fittings, fixtures and equipment
- occupational health and safety
Broad knowledge of
- golf shop’s product and service range
- organisation merchandising plan
- range and availability of new products and services
- client demand and market trends
- product quality standards
Knowledge of merchandise performance in relation to players ability and limitations
The number of likely rounds daily and weekly to adjust staff, stock levels
Broad knowledge of relevant legislation and statutory requirements, including consumer law
Broad knowledge of industry codes of practice
Broad knowledge of Occupational Health and Safety legislation/regulations/codes of practice
Visual merchandising principles and techniques
Point of sale computer procedures and on course booking methods
How to maintain a good relationship with manufacturers and their sales staff
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C55.
Sell golf products or services face to face

What this standard is about:
This standard is about selling to customers face to face. Some contact with customers may be via
telephone, e-mail or in writing but successful performance in this unit involves direct contact with
customers. The standard aims to encourage sales performance in a number of areas but in particular
after initial contact has been made with customers. The standard includes identifying customer’s
buying needs, promoting benefits and features of your organisation’s products and services,
responding to and resolving customer objections and agreeing mutually beneficial terms and
conditions.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.

5.
6.
7.
8.
9.
10.

Identify customer requirements through the use of careful questioning and confirm them by
summarising their buying needs and interests
Identify products or services which match customer’s needs and confirm with customers that
they are suitable
Interpret buying signals which are given by your customer and act on them to progress sales
Structure the face to face sales discussion effectively to include an overview of key features
and benefits of products and services and give your customer the opportunity to fully discuss
and assess them
Provide customers with materials to support the promotion of products or services
Evaluate potential trade-offs that will be mutually beneficial to customers and to your
organisation
Record, analyse and act on any area in which your product or service does not meet your
customer’s requirements
Give customers clear information and make proposals that meet their requirements
Obtain the support of colleagues when looking to overcome customer objections and meet
customer needs
Close the sale by gaining the commitment of customers and complete the formalities of the
sale following organisational procedures
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.
K15.
K16.
K17.
K18.
K19.
K20.
K21.
K22.
K23.
K24.
K25.
K26.
K27.

The sales cycle and how it helps sales team members to structure and progress their sales
contact
The differences between proactive and reactive selling
Techniques that can be applied when selling in face-to-face situations, including crossselling, up-selling and the sale of add-ons
Methods for assessing maximum and minimum returns and how to prioritise development
of leads according to potential value and probability of closure
Verbal and non-verbal listening and questioning techniques suitable for selling in face-toface situations
The differences between benefits and features and how to sell them effectively
How to involve your prospect in reaching a solution to any sales problem
Methods for recording messages accurately and ensuring they are dealt with by appropriate
people promptly
The range of behaviours displayed by customers and how to manage them constructively
How to overcome customers’ objections sensitively and constructively and how to respond
effectively to their queries
Effective methods for closing sales
How to evaluate and measure the success of face-to-face sales contacts
Legal, regulatory and ethical constraints relating to selling in the golf industry
Organisational and sector regulatory requirements and practices relating to selling
Competitive practices and activities
Organisational objectives and plans for face-to-face sales contacts
The structure of your organisation and its products or services
Organisational policies and procedures relating to your products or services
Your organisation’s target market and all its significant features
Competitor activities, products and services and latest developments in your organisation’s
markets
Sales targets and limits of personal authority
Processes for recording customer call information and follow-up activities
Who to communicate with about important information relating to customer calls
Requirements for closing sales and securing orders
Customer and prospect feedback activities and how to channel the information effectively
Available literature and support materials for the selling process
Who to go to to secure effective sales support for customers
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C56.
Plan, market and sell services

What this standard is about:
Working on a freelance basis or in a context where it is expected to generate business requires more
than just technical skills. An individual may have the highest quality services available, but unless
prospective clients are aware of these and their value, neither they, nor the clients, will benefit. To be
successful it is important to be able to plan and market services in an attractive way and be able to
clinch a sale with the client.

Performance Criteria
The individual should be able to:

Plan marketing and sales
1.
2.
3.
4.
5.
6.
7.
8.

Research the market for services
Identify existing and new trends in the golf industry
Identify competitors and analyse their strengths and weaknesses
Identify the types of client who might be interested in particular services and the benefits they
are looking for
Develop and cost services that will be attractive to potential clients
Test these services with other people and learn from their feedback
Set realistic and achievable marketing and sales targets within reasonable timescales
Decide how you are going to evaluate marketing and sales

Market services
9.
10.
11.
12.
13.

Identify the best ways to reach potential clients
Present services so that they are attractive to potential clients
Make sure potential clients hear about services and understand their value and benefits
Keep track of marketing and sales and compare what they are achieving with targets
Find ways of improving marketing and sales

Sell services directly to clients
14.
15.
16.
17.
18.
19.
20.
21.
22.

Identify client’s needs and expectations
Suggest services that meet client’s needs and expectations
Provide information about services and their benefits clearly, accurately and in a way that will
motivate clients to take them up
Give clients a full opportunity to ask questions and discuss services and their benefits and if
necessary, think about their decision
Identify buying signals from the client and use these to move the sale on
Offer and agree a service that meets the client’s needs
Make sure the client is ready to commit themselves to the sale
Agree terms with the client and make sure they are satisfied with the sale
Make sure all relevant documents are completed
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Follow up marketing and client enquiries
23.
24.
25.
26.
27.

Develop and keep up-to-date a client service management system
Keep in regular contact with existing clients and with those who have made enquiries
Provide them with information on new and existing services
Respond promptly and positively to further enquiries and make efforts to obtain new business
Follow all legal and organisational requirements for data protection
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Knowledge and understanding
The individual should know and understand:

Plan marketing and sales
K1.
K2.
K3.

K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.

Why it is important to plan marketing and sales
Where they can find out information about the golf market
How the market is segmented – divided, for example, by age, income, lifestyle and image,
buying habits, occupation and social class, the benefits that potential clients are looking for
etc.
How to assess the market for services taking account, for example, of the price of services,
how to promote the service, customer needs and expectations, trends in the industry etc.
How to identify competitors and their strengths and weaknesses
How to identify own strengths and weaknesses
How to develop services that address a certain ‘niche’ in the market
How to cost services and develop marketing and sales plans that take account of cash flow
and tax considerations
The importance of testing proposed products and services with other people and how to do
so
The importance of having realistic (in terms of the income you need) and achievable targets
for marketing and sales
How to develop sales and marketing targets
The importance of being able to evaluate sales and marketing plans and how to develop
ways of monitoring and evaluating marketing and sales

Market services
K13.

K14.
K15.
K16.

K17.
K18.
K19.

How to identify the best ways of reaching potential clients, for example by approaching
likely clients directly, by using other staff to approach clients on their behalf, by advertising
materials etc.
The ‘image’ clients may have of the types of services you offer and how to develop an image
that is unique to you
How to present services so that they and their benefits will be attractive to clients
Different ways to present services, for example by having leaflets printed, by preparing
‘scripts’ so that you or others can approach clients directly, by commissioning
advertisements, by developing website materials
The importance of being proactive in marketing – making every effort to reach potential
clients and convincing them of the value and benefits of services
The importance of constantly monitoring marketing and sales activities and outputs and
finding ways to overcome problems and improve what you do
Methods of monitoring marketing and sales
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Sell services directly to clients
K20.
K21.
K22.
K23.
K24.
K25.
K26.
K27.
K28.
K29.
K30.
K31.

The importance of being proactive in selling without giving the impression of ‘the hard sell’
and how to do so
Why it is important to correctly identify client’s needs and expectations in relation to the
services you offer
How to identify services that match or come close to client’s needs and expectations
The importance of having as much information, or sources of information, about services
and their benefits available
How to communicate about services and their benefits clearly and in a way that will motivate
clients to take them up
The importance of being accurate in the information you provide – especially in relation to
legal requirements covering trade descriptions and sale of goods
The importance of giving clients the opportunity to ask questions and discuss services and
their benefits
The types of buying signals that a client might give that will help you to move the sale on
and how to use these
The importance of being able to negotiate services that meet the client’s needs and how to
negotiate a sale
How to confirm the client is ready to complete the sale without making them feel rushed and
why this is an important stage
Why it is important to agree terms with the client and how to do so
The relevant documents that need to be completed and why these are important.

Follow up marketing and client enquiries
K32.
K33.
K34.

The importance of keeping up to date information on marketing and client enquiries
The features of a client service management system and how to choose a method that is
most appropriate
The legal and organisational requirements for data protection and how to ensure that you
follow these
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C6.
Provide customer service

C61. 	Manage the achievement of customer satisfaction in the golf business
C62.
Work with others to improve customer service
C63.	Promote equality and diversity in golf operations
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C61.
Manage the achievement of customer
satisfaction in the golf business

What this standard is about:
This standard covers a broad range of general, operational and management responsibilities, all
aimed at satisfying customers with the processes, products and/or services being delivered in the
golf business. The term ‘customer’ includes internal and external customers of the golf organisation
and could include members of a golf facility.

Performance Criteria
The individual should be able to:
1.

2.
3.
4.
5.
6.
7.
8.

Ensure that colleagues are briefed on and understand the expectations of customers and their
own roles and responsibilities in meeting these expectations, including any agreed standards
of customer service
Empower colleagues to deliver good customer service, including identifying and addressing
their learning needs and providing other resources
Ensure that clear and effective sustainable processes are in place to support customers and
sort out their problems
Ensure that the day-to-day behaviour of colleagues matches the organisation’s customerfocused values
Develop a culture which nurtures, respects, values, recognises and rewards ‘front-line’
colleagues who work with customers
Establish and operate suitable sustainable processes for monitoring levels of customer
satisfaction
Make recommendations and propose plans to improve the level of customer satisfaction
Demonstrate increasing levels of customer satisfaction with the organisation’s products and/
or services and processes
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.
K15.
K16.

The difference between customer service and customer satisfaction
The factors that make customers satisfied
The importance of achieving customer satisfaction in a competitive environment or an
environment where high levels of service are expected
Best practice in customer service
Types of customer survey and effective ways of collecting feedback
How to measure customer satisfaction
Techniques and reward strategies for motivating staff
How information and communications technology can support customer service and
customer satisfaction
Sustainable process/systems design and management
Current and emerging trends that are likely to affect products and/or services
Developments in technology and how this will affect work with customers.
The legal and regulatory framework within which the golf business operates in, including
customer and consumer rights, relevant codes of practice and ethical codes
The overall vision, objectives and associated plans of the golf business and its values
The strengths and weaknesses of products and services in terms of customer satisfaction
Customer satisfaction survey, feedback and measuring methods
The activities and services of competitors or similar organisations and how this may affect
products, services and processes
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C62.
Work with others to improve customer service

What this standard is about:
Teamwork is a key component of delivering and improving excellent customer service. The people
involved in improving customer service may include one or more of the following: team members;
colleagues; suppliers; service partners; supervisors; managers; team leaders. The delivery of excellent
customer service involves communicating with other people and agreeing how to work together to
give a more effective service. It is important to monitor own and the team’s performance and change
the way of doing things if that improves customer service. This standard is about how to develop a
relationship with others to improve customer service performance.

Performance Criteria
The individual should be able to:

Improve customer service by working with others
1.
2.
3.
4.
5.

Contribute constructive ideas for improving customer service
Identify what has to be done to improve customer service and confirm this with others
Agree with others what they have to do to improve customer service
Co-operate with others to improve customer service
Make others aware of anything that may affect plans to improve customer service

Monitor own performance when improving customer service
6.
7.

Discuss with others how what they do affects customer service performance
Identify how the way they work with others contributes towards improving customer service

Monitor team performance when improving customer service
8.
9.
10.
11.

Discuss with others how teamwork affects customer service performance
Work with others to collect information on team customer service performance
Identify with others how customer service teamwork could be improve
Take action with others to improve customer service performance
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.

Who else is involved either directly or indirectly in the delivery of customer service
The roles and responsibilities of others in the golf business
The roles of others outside the golf business who have an impact on services or products
What the goals or targets of the golf business are in relation to customer service and how
these are set
How the golf business identifies improvements in customer service
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C63.
Promote equality and diversity
in the golf business

What this standard is about:
Widening participation is a key objective in the delivery of sport and physical activity and this agenda
is growing in importance in the golf industry. This can only be achieved if service delivery proactively
addresses the diverse needs of the community it serves and seeks to overcome issues of inequality
and barriers to participation.

Performance Criteria
The individual should be able to:

Identify issues of equality and diversity that impact on communities
1.
2.

3.
4.
5.
6.
7.

Keep up-to-date with legal, professional and organisational requirements for equality and
diversity in sport and physical activity
Collect, organise and analyse relevant information about the community which is served by
the golf business from appropriate people, this could include from within the organisation,
within other sports organisations, within other non-sports organisations, from the community
Identify issues within the community that are relevant to equality and diversity
Identify and compare community needs for golf activities with current provision and
participation rates
Identify and consult on inequalities and barriers to participation with appropriate people
Prioritise the inequalities and barriers to participation that can be addressed through services
available at the golf business
Report and communicate issues that can not be addressed to the appropriate people

Ensure that equality and diversity are integrated into the delivery golf services
8.
9.
10.
11.
12.
13.

Keep up-to-date with current best practice in addressing equality and diversity in sport and
physical activity
Work with appropriate people to develop methods of overcoming barriers to participation and
integrate these into service delivery
Where possible, ensure methods to increase participation complement similar initiatives for
the community
Ensure that own and other staff interaction with customers shows the golf organisation values
diversity and equality
Make sure that words and behaviour from staff and customers that are inconsistent with
equality and diversity are challenged
Work with appropriate people to monitor, evaluate, improve and sustain methods of
addressing barriers to participation
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Knowledge and understanding
The individual should know and understand:
K1.

K2.
K3.

K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.
K15.
K16.
K17.
K18.
K19.
K20.

Issues within the community that are relevant to equality and diversity, which could include
demographics, ethnic mix, relationships within and between groups, social and economic
issues, attitudes to sport and physical activity religion and cultural issues
Typical inequalities and barriers to participation, which could include sex, race/culture/
language, disability, religion, health, wealth, age, sexual orientation, access
Factors of service delivery which can be used as methods of overcoming barriers to
participation, including: a range of and types of programmes/activities, facilities, location,
access and equipment, appropriate staffing, marketing, communication and promotion,
monitoring and evaluation of attendance
Sources of information on current legal, professional and organisational requirements for
equality and diversity in sport and physical activity
The current legal, professional and organisational requirements for equality and diversity in
sport and physical activity
The effects of not promoting opportunities for equality and diversity
Who are the more isolated groups in the community and why it is important to address their
needs
The diversity of people in the community and in own organisation
Why it is important to have accurate and up-to-date information on the community you are
working with
How you should collect and analyse information on the community and draw conclusions
based on this analysis
The most common barriers to participation in the community you are working with
Other organisations and people in the community involved with issues to do with equality
and diversity and their responsibilities
The importance of collaborative working and trying, wherever possible, to align agendas
Sources of information on case studies and models of good practice in addressing issues of
equality and diversity
The importance of being innovative and trying new approaches to overcoming barriers to
participation
The importance of consulting directly and regularly communicating with people in the
community
The key aspects of service delivery that are important in overcoming barriers to participation
The key indicators which show that the golf business values equality and diversity
Types of words and behaviour from staff and customers that are inconsistent with valuing
equality and diversity and how to make sure these are challenged
The importance of monitoring and evaluating methods for overcoming barriers to
participation
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C7.
Manage own career
and business in golf
C71. 	Manage own career in golf
C72. 	Establish and manage own golf business
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C71.
Manage own career in golf

What this standard is about:
This unit is about managing professional development and learning opportunities in the golf industry
in order to achieve work objectives and career and personal goals. It is important to understand how
work roles fit into the overall vision and objectives of golf organisations whilst also understanding
what drives people in terms of values and career and wider personal aspirations. Identifying and
addressing gaps in skills and knowledge and understanding is an essential aspect of this standard.

Performance Criteria
The individual should be able to:
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.

Evaluate, at appropriate intervals, the current and future requirements of their work role
Review own professional practice on a regular basis
Keep up-to-date with developments in the golf industry
Consider own career goals
Identify areas where they need to develop their professional practice further
Develop a personal action plan that will help to improve professional practice and further their
career
Discuss and agree the action plan with people they report to or other colleagues
Take part in relevant development activities as part of personal action plan, including courses,
reading, mentoring, conferences, seminars
Review progress in developing professional practice and career plan and update personal
action plan accordingly
Get regular and useful feedback on performance from those who are in a good position to
judge it
Ensure that performance consistently meets or goes beyond agreed requirements
Maintain membership of relevant professional body or association
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Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.

K14.

The different job roles in the golf industry and the education and experience required to
access them
How often they should review their professional practice
How to access information on developments in the golf industry
How to identify areas in which they need to develop their professional practice further
The importance of having a personal action plan for development
The types of development activities that are available and how to access these
The importance of regularly reviewing and updating their personal action plan
The principles which underpin professional development
The importance of considering values and career and personal goals and how to relate them
to their work role and professional development
How to evaluate the current requirements of their work role and how the requirements may
evolve in the future
How to evaluate performance against the requirements of their work role
How to identify and use good sources of feedback on performance
Requirements in the golf industry and the relevant professional association for the
development or maintenance of knowledge, skills and understanding and continuing
professional development
The requirements for membership of the relevant professional body or association in golf
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C72.
Establish and manage own
business in a golf facility

What this standard is about:
This standard describes the competence required to research and develop an integrated business
plan for achieving business goals and objectives, it applies to someone establishing a business linked
to a golf facility. This work is undertaken by individuals who operate a small business or work for
themselves.

Performance Criteria
The individual should be able to:

Identify elements of the business plan
1.
2.

Identify and review the purpose and essential components of a business plan
Identify and document business goals and objectives as a basis for measuring business
performance

Develop a business plan
3.
4.
5.
6.
7.
8.
9.
10.
11.

12.

Research resources, legal and compliance requirements in accordance with business goals and
objectives
Research market needs, and market size and potential
Develop a financial plan and identify sources and costs of finance to provide required liquidity
and profitability for the business
Develop marketing strategies and identify methods to promote the market exposure of the
business
Define the products and services which you will offer to customers
Develop a business plan which provides for finance, marketing and provision of products/
services to facilitate the business goals and objectives
Identify staffing requirements to effectively deliver products and services
Identify specialist services and sources of advice, where required, and cost in accordance with
resources available
Determine the outputs for a small business in the golf industry, to include net financial
returns (break-even and best case based on costs and financial goals – including debt
servicing and savings), opportunities (for example travel, professional development, personal
development), lifestyle (for example spare time, standard of living)
Determine the inputs for a small business in the golf industry, to include contact hours, noncontact hours, appointment times, own training time (days and durations), number of working
weeks per annum, stress levels, capital requirements, ongoing financial commitments (in the
form of overheads and contingent liabilities)
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Develop strategies for minimising risks
13.
14.
15.
16.
17.

Identify specific interests and objectives of relevant people and seek and confirm their support
of the planned business direction
Identify and develop risk management strategies according to business goals and objectives,
and relevant legal requirements
Develop contingency plan to address possible areas of non-conformance with the plan
Identify and plan for, occupational health and safety and duty of care responsibilities
Ensure an effective invoicing system

Access to golf facilities
18.
19.
20.

Ensure access to golf facilities as appropriate
Inform people in key roles in the golf facility in terms of services and target market for referral
Be familiar with equipment, layout and policies at the golf facility

Recruit and keep clients
21.
22.
23.

Generate leads in accordance with documented policies and procedures
Schedule and carry out introductory meetings with potential clients, establish and record their
needs on a client profile form
Confirm clients’ involvement and commitment in accordance with documented policies and
procedures

166 OCCUPATIONAL STANDARDS - KEY FUNCTION C72

Knowledge and understanding
The individual should know and understand:
K1.
K2.
K3.
K4.
K5.
K6.
K7.
K8.
K9.
K10.
K11.
K12.
K13.
K14.
K15.
K16.
K17.

The range of products and services which can be offered by a small business in the golf
industry – eg coaching, equipment sales
National legislative requirements relating to business operation
The business planning process
How to prepare a business plan
Principles of risk management relevant to business planning
How to set business goals and objectives
Types of business planning - feasibility studies; strategic, operational, financial and
marketing planning
How to develop a contingency plan
The different elements of a business plan
A range of business goals and objectives
Occupational health and safety issues
Elements of a financial plan
Marketing strategies
Production/operations plans
How to determine staffing requirements for the business
How to bring in and work with specialist services
Risk management strategies for business
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