Craigielaw Golf Club

Members Management Group
Annual Membership Feedback Survey
Responses 17 in total

1. Course

Course Condition

Generally Good and improving year on year

Attention to detail on each hole is required to iron out any improvements - | feel minor details get
overlooked but detract from 4* yet major changes going on and the details never seem to get addresses

Eg
bunker raking is poor from green staff regularly leaving ruts between rakes

Bunkers - a lot of bunkers are inconsistent with insufficient sand yet development in the course is putting
in more bunkers but not fixing the current ones quickly enough or at all

Bunkers good to see improving plan- sand consistency is poor and in some bunkers very thin- green staff
preparation inconsistent - an opportunity to use rakes that can present a hard packed smooth finish

would be a step forward eg Elie golf club

Grass is not cut /strimmed in and around bunkers down to the same height as it looks like the mowers get
taken round but not down and in between

This leaves a small fringe which | feel is not consistent with the links layout presentation
Some bunkers filled in previously grass is thick and harder than the bunker- needs attention on 7/13/15

Greens speed - | feel this could be improved- I’'m not an expert on the causes however can be slow which
does not fit the standard or my expectation

The course is in great condition and I'm really enjoying the upgrades. My only gripe is lack of sand in some
bunkers but this seems to be getting addressed over time. Also publishing pin positions would be helpful.

| think the course, and the greens in
particular, have improved significantly
over the last few years and are a credit
to the greenkeeping staff. It is a
pleasure to play the course and | am
proud to invite guests to enjoy.

The remodelling of the 11" has been a real success for me. | think it has made the whole more accessible
to ALL handicaps and aesthetically better all round.

The bunkers continue to be an issue for me. | am not a great bunker player but the heart sinks when you
get lies under the lip of the bunker, no sand, too much sand, playing off dirt etc etc. | just don’t see other




clubs with the same issues as we continually have at Craigielaw.

Your rough cutting/thinning/shaping has helped speed up play and there are only a few real “lets not
bother looking” places on the course now. If this continues then this will help.

Hole positions — just a little more care please as some holes are bordering on the illegal in terms of the
camber of the green!

The course has improved markedly in my time as a member and | expect under Paul’s governance will
continue to do so.

| have 4 areas of concern though:

Rough — it is far too thick, has in bits clover which makes finding balls impossible and allowing nettles and
other weeds to form within it gives the course an unkempt look.

Bunkers — some of the sand within the bunkers is appalling and not fit for purpose and there is no
consistency from bunker to bunker. The renovation /improvement program is making a difference
though to their previously over penal nature.

Returfed areas- we seem to have great difficulty in levelling some of these?

Putting Green - Disappointed to hear this redevelopment has been delayed, we definitely need better
provision here asap

Excellent on the whole. Bunkers still need to see work to ensure the ball rolls back into the bunkers to
prevent damage to the faces/does not get stuck in the grass that grows on the faces. 11th hole is far
better though recent weather and their flooding does raise a potential issue. Thinning out rough a
sensible and welcomed move

| believe the course over the last 2 to 3 years has improved considerably. Over the last year, the 'run offs'
are in far better condition and not only in you obtaining better lies, it dramatically improves the
appearance of the Green surroundings.

The new Flag at the 13th is excellent. You can see it clearly from where you play your second shot.

Bunkers: sand depth and quality continues to be very variable across the course. They are the worst on
any links course in the area | play on.

Green surrounds: things have improved but there is still too much inconsistency in the green surrounds.
We need to keep removing the couch and rough grasses. You should be able to putt from anywhere
around the green.

Rough: there are some areas of rough which are not part of normal play 90% of the time for 90% of
golfers. They are allowed to grow deep and thick. The immediate areas in front of tees are particularly
bad.

11th fairway: this has been an eyesore all year (both left and right ‘rough’). Needs sorted as a priority.

use more artificial protection on high traffic routes (5th green to 6th tee,9th green to 10th tee, 16th green
to 17th tee) there are options which provide a balance between natural and artificial. It works at North




Berwick West!
Changes on 12 and 15 look positive.

Greens have been pretty good this year. Well done.

Good condition, changes all good. Only
issue is the standard of the bunkers
oor

Whenever | speak to anyone about Craigielaw the consistent observation is Great Course, shame about
the bunkers. For several years now the condition of the sand in the bunkers has been appalling. We seem
to have a combination of builders sand, earth, mixtures of shells and dirt or no sand on top of a solid
base.

Each year | play a number of different courses in Scotland and Craigielaw has consistently the worst
condition of bunkers | encounter.

It’s a terrible shame because each winter so much effort goes into redesigning and rebuilding bunkers
only for that effort to be wasted by the use of substandard sand.

Course condition: generally very good.
The rough was exceptionally penal again
this year for not being too far off the
fairway / first cut which resulted in most
groups having to look for balls, resulting
in slow play. Divoting & use of
‘volunteers’ may help the course.

Course Furniture

2* presentation

Usually poorly aligned tee markers by green staff requires attention - not taking time to do it right and
ensure pointing in the right direction

The tee furniture is basic and inconsistent with 4*

All gates, seats, fencing, markers, signs should be regularly maintained to present a quality image and
appearance

The poppy flag on 11th green is a
beautiful statement

Colour coded flags denoting front Middle & Back Pin Positions are now more or less standard at most
courses and should be introduced




Please add a sign on the first tee telling people to not duck under ropes with their trolleys or even worse,
go up onto the green to go round them. Ditto re taking them on to the tees - | see it quite regularly and it
totally unnecessary and damaging to the course!

‘Flag colour could be better{.

| Move Seats/benches beside tees

The open topped bins should be replaced with something that the birds can’t access. Often the crows and
gulls make a real mess searching for food.

Driving Range and South Links

Generally good and well presented facility

flood lights would be a great addition to the driving range but this may not be feasible.

| understand the desire to keep things as natural as possible but there must be a considerable cost to
maintain this aim. | am a member of the Swanston Golf Academy and make regular use of their driving
range and practise green facilities. | do not find it an issue to play of the artificial mats. If we had these
mats installed for the driving range, would this not significantly reduce the maintenance costs over the
short and medium term?

Please keep the South Links going. My wife loves it!

IMO we could do with more and better targets on the range and the pitching/chipping area at the foot
could do with far better definition

the range is good and a valuable asset to the Club. | very rarely play on the South Links

we need a decent practice putting green

South links is excellent. All members just need to adhere to the signage.
Driving range/practice area could do with some mats for the wet wintry type weather

Access Routes, Car Park and Surroundings

Some of the heavily used pathways, which are in their natural state, i.e. grass, do not seem able to stand
up to the volume of traffic. I'm thinking of the path from the back of the 5th green towards to the 6th tee,



and the path from the 9th green up towards the 10th. | understand the wish to keep things as natural as
possible, but sometimes compromises are required. Why not install the type of plastic matting (a bit like
the bottom of an old fashioned milk crate) that would allow the grass to grow through it yet hiding the
matting and, most importantly, sustaining the volume and weight of traffic?

The car park needs to be fully tarred, the existing provision is really poor, gets golfers far too dirty,
whether that’s shoes, trolley bags etc and drags down the look of the club as well as being badly potholed
in places

Improvements and particularly the approach to the club look great. Removing the ropes in the parking
area was a sensible move

we should install a system where known
well worn paths are chewed up over the
winter are replaced with a better
system. Courses like Lundin Links have
introduced a mat system over the years
to stop the grass being damaged

Needs a tidy up

The entrance to the course up to the clubhouse door gives everyone a first and lasting impression of the
club. There are times when the access route gets really scruffy. The pothole at the turnoff from the main
road needs fixed. The hedge needs to be cut more frequently and while the new paving to the clubhouse
door looks good the shell area to the side looks really scruffy. If replacement shells can’t be sourced an
alternative surface should be investigated.

A signage board reminding players of
course etiquette & local rules might help
with nudging members & visitors. This
was in place previously & was agreed at
AGM to be reintroduced once the 11th
Hole restructuring had completed. .Tee
boxes with a lid might help with litter as
it might keep the birds from scattering
the rubbish.

More regular cutting of the grass etc as
cars turn onto the main road. Especially
on the Right hand side so cars & cyclists
are more visible for cars that are NOT
Suvs.

Painting or having White covering of the
posts up the Road to the Clubhouse
would be great for Autumn/ Winter.

Bookings




Can there be a distinction on the online booking system between guests and members e.g. different
colours or visibility of names? There's nothing worse than turning up to play in 2 or 3 ball and you're
behind a bus load of guests. If its more obvious on the booking portal then you could make decision
when/if you play. Likewise having visibility of player numbers for the same reasons.

| feel the Craigielaw booking system is a little limited compared to the likes of a BRS system which | had
experience using as a member elsewhere. Being a new member (joined March 2023) | found it strange
that when you go on to book tee times you can't see names of others who have booked tee times. If you
knew who had bookings it would help with the social side and getting to know other members, especially
for medals (I only have experience of the midweek medals) as if there was a space next to someone who
was playing on their own and a space beside a 2-ball | could add my name to join them. Would the club
ever consider moving on to the BRS system or changing the current system?

Knowing how many players there are for each booking would be helpful. As a two ball, do you want to tee
off directly behind a four ball?

| have mentioned in the past that there no drinking fountains on the course; the reason given is that the
irrigation/watering water supply is not potable and one can not tee off this supply and establish
convenient fountain sites. | can not believe that a proper water treatment/filtration of the supply can not
be achieved.

The course is fabulous and a credit to the ground staff

When accessing bookings from my phone, rather a lot of scrolling is required. The booking link should be
at the top of the page, not after all the fixtures.

I normally play with 2 other Members on a Wednesday and one of our number usually makes the
booking. It would be most helpful if names could be shown on the tee sheet to save our booker another
communication to let us know that he has booked and what time.

It is also clear that many times are booked by Members but not used nor cancelled. | would like the
starter to be much more rigorous where the tee is booked but nobody is in sight.

We need to move to a 6 or 8 days system for booking times, A 7 day cycle means people playing early are
on the course/travelling to the course so cannot book a slot at the same time next week. That cannot be
right nor is it fair.

penalties/reprimands for people who book and don’t show.

Having the parameter to see who has booked would be beneficial to be switched on. This would help
members when trying to book bounce games or medals.
Even when fully booked members still do not appear to cancel times.

2. Clubhouse




Members Lounge, Bar, Restaurant Central Courtyard and Pro Shop Courtyard

A good facility
However maintenance is required to address certain points and then regularly maintained beyond
Tables /furniture are worn eg members lounge tables need sanding and varnish

Bar area not well managed or presented particularly when a few people waiting and only 1 server behind
the bar (which is not the fault of the server)

Bar surface can be dirty, milk missing etc

Furniture needs improved for seating eg sofas look poor now and are mixed/dated in style

Can | suggest the installation of a rooftop webcam pointing to the course.
This would let members see conditions before traveling without the need to phone the pro-shop.

Those living locally would probably not need it but there are quite a few of us who live outwith East
Lothian for whom it would be beneficial.

A similar system already exists at Dunbar golf club and is well used.

Is it a members lounge? All areas need a tidy up.

No longer a members lounge. Anyone can use it and no one is enforcing it (especially golf societies

Pro Shop

Good shop and great service from the team

Prices feel a bit high

The staff are always very helpful and endeavor to look after the customer.

staff are friendly and efficient

Locker rooms

New bathroom is good but a couple of unfinished spots above the loos on the ceiling need sorted

Needs overall decoration to freshen up




Carpet worn

I think the refurbished shower and toilet areas look very smart but soap dispensers in the showers would
be helpful.

Those taps!

Good upgrades though the power of the dryer in the new taps is poor

While the shop has an extensive range of athletic fit Craigielaw branded clothing it would be nice to have
a few lines that were more appealing to the senior members of the club e.g. woolen jumpers

Generally ok unless there is something on and chairs/tables used. It might be worthwhile investing in a
trolley or two to help with carrying so the new floor is not even more badly scratched.

On busy days such as Members scramble - have filter coffee on tables away from the bar to stop
congestion and queuing. Members | am sure will still pay when leaving but these days are few and far
between but would definitely make life for bar staff easier when having to make individual coffees.

Food prices also seem to be much higher than other establishments. Examples can be provided.

Not sure what the rationale is for NOT allowing Scrambled egg or Scones and some other food after 11am
or 12. Especially when the Restaurant is not busy. | have been refused a couple of times with no one else
in. I dont think this will be the only mention in your survey.

Clubhouse Decoration and Furnishings

Needs more attention to cleaning eg glass doors and dust on ledges in clubhouse
Needs freshen up decoratively inside and out

Carpet worn

| welcome the new flooring but wonder if
the  furniture blends in.

There is still lack of regard for the use of the Members Lounge by visitors, with no policing of this by bar
staff. To walk in on a Sunday and see 10-15 visitors lounging around there is soul destroying. The
Members have little privilege anyway at Craigielaw so to take this space away from us is a shame. As a
member you just want to feel like you have a benefit from being a member — your own space. Its just
become a bit of a joke.

In addition — the use and abuse of the men’s changing room by visitors. You don’t feel you can leave
anything out like drying a jacket as there is no lock on the changing room (that is in use) and people
including the public can walk in and out.

Wasn’t a fan of the hard wood flooring in the members lounge — but appreciate this may give it longevity.




Lack of continuity in bar staff is an issue — but | do appreciate this is the same across all hospitality. But
what are the root causes — is it pay/conditions/hours/members/visitors behaviour?

"ballsy" move to lay a wooden floor in the members lounge but looks very nice

don’t leave the Christmas decorations up
until October.

Decoration ok some furniture poor.

Staffing/Service

Good generally

Large events could be better organised eg buffet to avoid long wait times and reduce pressure on
staff/kitchen

Generally speaking staff are very friendly
and helpful.

There is a new male staff member in the bar / restaurant area. (The guy with the curly hair) He could do
with toning down the bonhomie considerably!

young staff try hard but turnover is a problem
can be a bit slow at times

Not good

Staffing turnover over the last few years is extremely high! Surely this is something that must be
addressed!

Food & Beverage

|Ok but | feel is overpriced relative to quality presented|

| find the food & beverage very expensive, | appreciate supply costs have gone up a fair bit in recent times
but | think there could be some consideration to offer members a higher discount if prices are to remain
at these levels. An example was recently | bought 2 x doubler breakfast rolls and 2 x coffees and it was
nearly £17 after my discount and the quality of the food | wouldn't describe as of a premium to match the




price. My guest that day who is a member at Broomiekowe GC said the same order would have cost no
more than £10 at his club, although | do appreciate Craigielaw is a level above Broomieknowe but I still
feel for rolls and coffees this was excessive. Another example was after the Autumn Shotgun | ordered a
chicken and bacon ciabatta with fries and salad and it was nearly £16, again it never matched my
expectations of something priced at that level. It might be worth adding in a 'members bar food menu'
with improved prices to look after the members more.

The bar staff are very friendly but | think some barista training would be beneficial to some of the ones
making coffees. On a few occasions | have had some very milky coffees, | recently asked for a

cappuccino but was given what | can only describe as a 'milky latte', these coffees aren't cheap and would
help if the staff serving knew the differences between cappuccinos, lattes, flat whites etc. rather than just
receiving a latte as standard (which isn't to everyone's preferred taste).

| understand the increased cost of all food products forcing the prices up but it would be fair and
reasonable to expect freshly cooked bacon in a bacon roll rather than just some rashers that have been
lying in a hot tray left over from breakfast.

Do we really need Ketchup and HP sauce on the tables in the Members' lounge?

The recent price increases will put golfers off from eating at the Club eg the cost of Fish and Chips is more
expensive than restaurants in Edinburgh.

Also, why are hot rolls not being served after 11.00am under Breakfast Menu but you can buy one under
Bar Menu? Unless | am missing the point, this does not make sense.

Full marks to two bar staff, Josh and Mac. Both very helpful and efficient.

bacon roll can be quite variable
pricing feels at the high end

Restaurant overpriced Coin operated coffee machine badly needed

Poor Quality and overpriced

Significantly deteriorated over the last year. | remember when it was difficult to book a table as it was
busy, this too needs addressing. Prices have increased substantially unfortunately the standard of food
has declined somewhat. Bacon roll and tea and coffee £6.66 after discount is unacceptable. For this
reason | will not be eating anytime soon. Seems to me that the members are second best which is wholly
unacceptable, it has moved away from being a members club. The members lounge would benefit if you
had a coffee machine, most clubs have them now.

3. Events & Handicaps

Fixture list

Ok but can we get the wallet size paper card back - | found this very useful and quick/easy




Be good to have a facility to import the fixture list into peoples electronic calendars

Ok but events need a refresh

Medal Competitions

Shotgun/fun events

Not so long ago, there used to be some sort of catering laid on for players after the conclusion of the
event which encouraged more people to stay and socialise. Obviously, there are cost implications so why
not impose an entry fee? £10 or £20 per team? The equivalent of a cup of coffee per member?

We should try and do more for the Shotgun and Medal Winners days. The Captain, Vice-Captain and Past
Captain should perhaps be involved to Meet & Greet. With a little thought, we could make these days
more of a social event.

Handicapping

Remove the handicap section in the web-site or link it to the WHS.

Matches

4, Membership Communication

Meeting Minutes

Members Updates

Not frequent enough. Most other clubs have a weekly newsletter about course conditions and work
schedule for the coming week. We have not even had any formal notification of what is going on at the
12th and 15th. | do not for one minute expect these sort of changes to be put out for comment or for a
vote, but once agreed by management, an email with even some sort of image(s) would be appreciated.

Stick to e-mails comms - | like them. A possible comment is that life members have at times appeared to
have missed out on comms as | think they may be on a different mailing list?

This is an area where we can certainly improve on.

We could easily send out an email after each Competition showing the information that is pinned to the
Noticeboard or if eg there is a particular issue like the flooding on the 11th fairway.




A Monthly Newsletter from the Club with input from the various people who have overall responsibility
for an area. The most recent examples are the number of people who were asking what is happening at
the 12th and 15th. A notice in advance would have meant that everyone got the same message at the
same time and saved the Pro Shop answering all the individuals who are asking the same question.

Web site and course closure notifications

| noted that the last MMC minutes mentioned something about refreshing the web site by the end of
October. This appears to be running late but is well overdue. | welcomed the recent email about the
'shopping' opportunities with the Glenmuir clothing range. Why not do more of this, even if it is a general
circular to say a new range is available for purchase in the Pro shop?

Look forward to the update when it arrives - but see my comment about the handicap section on the
web-site

NB emails us when course closed. (Fog, storms, frost). We should do the same.

Average

5. Any General Feedback/Comments

As per the top it’s good the course and club is moving forward

The key point | have is to be clear on the target standard/positioning of the club and course and it’s
facilities , communicate that and set out a visible plan and align the staff and operations and day to day
work to achieve it across all aspects with focus on the detail that makes a significant difference to quality
look and feel for a 4* facility and fee.

Provide regular reporting on that to the members

Course sometimes not as well presented on a Saturday as it could be which is a key day for members (not
the only one though)

Thank you for this Members Update. The clarity and detail is really excellent and as such, | found that
feedback from me via the survey would be largely irrelevant as your updates illustrate to me that my
observations are actively being addressed.

Your email and Captain’s Report is so well constructed, informative and comprehensive that | just wanted
to take a moment to express my thanks and gratitude to you, Derek and all of the Craigielaw staff for all
the work in making this such a fantastic modern golf club and wonderfully enjoyable, friendly place to visit
and play.

It would be helpful if the club hosted some sort of new member events, as mentioned above | only joined
this year and have found it a struggle to get to know other members apart from ones | already knew




outside of Craigielaw. It is possible this is down to me only being a 5-day member at present which does
have it's limitations and hopefully once | become a full member it will be easier to meet other members.
When | was a member at Longniddry GC, they hosted a night after there was an influx of new members to
just give a talk / intro about the club and this also offered new members a chance to get to know one
another.

It just doesn’t feel like a members club. It feels like a pay and play visitor course that | am a member of.
The course is torn up and abused by a volume of visitors that whilst | appreciate you want the revenue,
has left the course tired at certain stages of the year. | dread the US Kids tournament as that is the worst
week to be a member at Craigielaw. The weeks leading up to it render the course difficult for members
(such as green preparation) just so the US kids can have the perfect course. What is the return on
investment for the club? Speak to any member and the majority will say they don’t want this event.

The weekends on the course with visitors are slow, with lack of etiquette and courtesy.

‘Craigielaw is a heavenly place. | love it‘!

All in all - a really good job done by the whole team, whatever their role - | really enjoy coming to the club
and playing, even if my golf suggests otherwise at times!!!

Rather than this survey, would it be an idea to bring in a Mystery Shopper person. The company would |
probably come in unannounced four times a year and report on Pro Shop, Bar, Restaurant, and Changing‘

Room|.

| remain a fan of the club and the course. But the course could be so much better with more attention to
detail!

In general good , but let down by poor management and don’t seem to have an identity, is it a golf club or
a hotel? Members are taken for granted and the members room is a gathering place for visitors and hotel
guests. This could be the best venue in East Lothian but has lost its way! Just increasing prices is not the
answer, service needs to be much better.




