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The quest for the best

Quality is the number one word in industry today. You
read about it in the newspapers as well as the trade press.
Everyone knows that as a customer, they want the best
quality. As a producer of goods and services, we recognize
intuitively that better quality will result in more satisfied
customers and, in the long term, a stronger business. This
concept is certainly not new to the golf course industry or
to superintendents.

The founding fathers of the modern total commitment to
quality business movement were W. Edwards Deming and
J.M. Juran. These two individuals were born at the begin-
ning of this century and late in life have been recognized
for their contributions to quality. They have brought their
message to many industries all over the world. Quality is a
marketing tool that is essential in the service industries and
a fundamenti management philosophy of on going im-
provement. It requires the input of everyone involved in a
process so that it can be viewed from all perspectives.
Quality has no end point. It requires a sustained effort
toward a goal, which is never quite reached.

“The Greenerside” interviewed several New Jersey
superintendents on their thoughts on quality. We were
interested in how quality is measured, because without that
starting point, you cannot make progress. Chris Carson
from Echo Lake CC measures quality by the final product
or net yield. “In a service industry such as a golf course,”
he says, “quality is much tougher to measure than in
manufacturing.”

The measurement of playability and aesthetics are the
key features used to determine quality by Dave Pease of
Hominy Hill GC. He first “focuses on the perimeters and
then works to the core, targeting on the greens. All too
often the rough is a forgotten feature when it comes to
cultural activities.” Dave believes that, “The same energy
that is applied to the greens maintenance should be applied
to all features encompassed within the golf course.”

“Quality is measured by the comments received after the
job is done,” according to Ken Krausz of Paramus G&CC.

But, how do you know when quality is getting
better or worse? This can be done by surveying the players,
the greens committee members and your fellow superinten-

dents. The survey must first determine what is important to
them on the course, i.e., how they perceive quality. Then
you must measure whether or not you are meeting or
exceeding that standard. Over time, surveys can show you
whether or not quality is increasing.

Chris Carson has used a formal survey, which was part
of an overall club evaluation, as a base point and now, as
he finds people, he asks on an informal but continuing
basis. When purchasing a major piece of equipment that
may impact on course playability, Ken Krausz will survey
the players after using the equipment on a trial basis.
Sometimes equipment saves labor but diminishes playabili-
ty. If your goal is a quality course, then you forgo a labor
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PRESIDENT'S MESSAGE

""Unbeknownst
to me"

David Pease
President GCSANJ

It was a cool, if not a cold,
day in early March. | say cool,
because when | left the warm

confines of my office, | said to myself, “It’s not bad out
here.” Wondering, where is the maintenance crew? As soon
as the flesh on my cheeks began to get tight, | realized that
it was a cold day in March. As a matter of fact, it was down
right freezing!

Protected in that shell | call an “office,” there were events
going on that | was unaware of. The weather conditions
being one, and the other was a sales Tech Rep parked in the
driveway.

Upon leaving the office, | had an objective instilled in
mind, but I had two hurdles to overcome to reach my
destination. Obviously, getting out of the cold was one of
those hurdles. | figured I could kill two birds with one
stone. Instead of going back into my warm office to see
what this guy wanted, | would freeze the information out of
him quickly and be on my way. For literary purposes, | will
refer to the Tech Rep as “Sven.”

Sven and | talked about the products that | had pur-
chased, and how we were going to apply the materials. |
must admit, | like Sven and enjoy his company. At this
point in our conversation, we were joined by one of my
Superintendents. (“Safety in numbers” | was thinking.)

Sven pointed out that his corporation was offering this
“new service.” This new service was about infrared photog-
raphy, and how it could be applied to golf course use.

I said, “Sven, | see about 4,000 plus problems with my
naked eye, why in the world would | want to add to those
problems?”

As soon as those words were spoken, | realized “unbe-
knownst to me,” there are problems not fully evident to the
daily regime of normal observations.

It is important for all of us to look beyond the horizon of
conventional perception. To assume that obstacles do not
exist simply because we cannot see them is the old blinker
syndrome. How often we go through life failing to look
beneath the surface for fear of discovering situations in
need of attention. A progressive attitude takes energy on
our part. Similar to resisting change, we have to overcome

those built in human barriers.

To be visionary within our field of endeavor requires us
to see matters not fully evident. This intuition enables us to
prevent problems from occurring. In the business of
maintaining high playability standards on our golf courses,
we need to take advantage of our cerebral ability.

Calendar

GCSANJ Monthly Meeting -
Fairmount Country Club, Host:
Vinnie Bracken, (201) 377-6904

The annual Cornell Turfgrass Field
Day - Pine Island, Contact: Cornell
Cooperative Extension, (914) 344-
1234

GCSANJ Monthly Meeting - Howell
Park Golf Course, Host: Matt Clem-
ent, (908) 938-5843

District #1 Meeting - Darlington Golf
Course, Host: Andy Schuckers, (201)
327-8770

August 10 District #2 Meeting - Madison Golf
Club, Host: Mark Sinto, (201) 514-

June 15

July 1

July 16

August 3

1434

August  District#3 Meeting - to be an-
nounced

August  District #4 Meeting - to be an-
nounced

Sept 3 Invitational - Knickerbocker Country
Club, Host: Sam Juliano, (201) 385-
1996

Oct 2 Championship - Somerset Hills Golf
Course, Host: Bob Dwyer, (908) 766-
2307

Nov. 6 President’s Ball - The Barclay Hotel,

Host: Harry Harsin, (908) 505-8870

Nov. (tba) Annual Meeting - Hollywood Golf
Course, Host: Bob Tosh, (908) 531-
3609
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