Manager’s Report - October 8, 2014

A word to the Board of Directors,
I greatly appreciate the opportunity to take on this new role as the club manager. I am aware that there are many challenges ahead and expectations are high, but I am ready to do my best to get the job well done. I will be away from October 8 -12. Please excuse my absence. I have left Nathan in charge while I am away. I have summarized a report below for your reference.

David Yang
· Membership handling:

· Approximately 50% paid by cheques, 20% debit, 20% credit, and 10% post-dated cheques. 

· Suggestion: implement online membership payment to streamline the process. Staff can then focus on getting existing members on board and promoting the club to attract new members. 

· Approximately 70% forms are signed. 

· Suggestion: signing area be moved to front page

· Offered prospective members free trial to men’s and mixed night. 

· Great responses (3 out of 4 prospects joined the club as a result). 

· Currently we have 257 members including 43 new members 
· 189 Adults, 44 Seniors, 21 juniors, 3 intermediate

· 60 members have yet to renew

· 2 members on injury
· GigaSport Booking System:

· Major glitches in system where members can overbook. 

· Staff has to constantly monitor bookings for illegal bookings

· Duplicate guest profiles were created
· Staff has to manually delete them

· Illegal Bookings: 

· Over 5 filed complaints for overbookings

· 2 filed complaints for unchecked-in guest

· 1 filed complaint for unauthorized coaching

· Equipment: 
· Cash register needs major upgrade (error date, cannot handle large transaction, no BTC name on receipt or end of day tape).
· Security camera:
· 2 out of 4 cameras are currently out of order. 
· Move the entire system to staff’s desk was suggested 
· We cannot find which company originally set up the system
· Ball machine out of order
· I got Tom Gomez to repair it. Waiting for replacement parts. Expected to be fixed by next week. 
· Bubble Lights:
· A member complaint about bubble light too dim. He asked for his cheque back. 
· Early Bird Access:

· Early bird group was locked on Tuesday October 7
· Previous times, bubble was always open because of court cleaners.
· A set of bubble key and lights were given to Anthony Mazzucco.
· Contract Bookings:
· BCWheelchair -  Monday 7-9pm Crt #1&#2 


($1925)
· Makoto Suyama – Saturday 11am-1PM Crt #1&#2 
($2525)
· Paul Siddoo – Wednesday 6-8pm Crt #2 


($1425)
· Japanese Businessmen – Sunday 9-11pm Crt#1 to #4 
($5525)

· Are we allowing more? 
· Staff Late For AM shift: 

· Two Staff were late on their morning shift. I had to personally leave work and come down to open the bubble. Both staff got a warning. 
· Staff:

· Total of 8 staff: Nathan, Matt, Kevin, Grace, Nick. Joshua*, Patricia*, and Eddie*
· Nathan – SFU Business (graduating)
· Matt – CKNW radio broadcaster 
· Kevin – RBC Royal Bank 
· Grace – UBC Arts (3rd year)
· Joshua – SFU Science (1st year)
· Nick, Patricia, & Eddie  – High school students
· Starting wage: $11.25/hour 
· To-do-list:
· Follow-up on GigaSport booking system glitches. 
· Get members to complete & sign membership form and survey.
· Provide staff training around customer service: Greeting client, build rapport, client discovery questions, problem resolution, offer tennis related advice, problem-solving skills, & emergency situations.
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