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■ “What happened to the good old days? There are kids running around
all over the club and slowing down play, they’re loud and. . . . ”

■ “These women! Get them off the course, they’re slow! It took me over
four and a half hours to play a round—it’s absolutely ridiculous! Not
only do we have to put up with them on the course, but now they’re
in our lounge, too!”

■ “How am I supposed to eat my dinner, when the dining room was
closed again for yet another wedding? I pay good money to be a mem-
ber of this club, and when I want to use the facilities, I want them to
be available. I don’t want nonmembers taking up my space. What was
the priority in this place? Members or money?”

■ “My son, Alfred, really enjoys the junior clinics, and now we play golf
as a family on the weekends. We think it was a great place for him to
spend time in the summers, and we love the family. . . . ”

Brian Murray sipped his morning coffee on the patio of the golf
lounge as he sifted through these and other similar customer letters in
preparation for the quarterly board of directors meeting. It had been three
years since he had become general manager of the Rideau Golf and Country
Club. In those three years, Brian had worked hard to fight dropping mem-
bership by implementing new programs and changing certain operations.
Much of his work had yielded increases in membership in certain demo-
graphic categories, but not without severe resistance from the long-time
members who continued to foster a long-standing, traditional old boys’ club
culture. Judging from the reaction of the members through these and other
similar letters, he wondered which direction the meeting, and his club in
general, would take.

Profile of Kingston
Kingston had a population of 136,415 and was located in Eastern Ontario
just south of six-lane cross-country Highway 401, approximately halfway
between Toronto and Montreal. The city had a very high number of tourists
during the summer who were drawn to Kingston by its many museums and
historical sites. Kingston was also a world-class sailing destination and
hosted many sailing regattas on Lake Ontario, on which it was situated.
Kingston was home to approximately 25,000 students who attended either
Queen’s University, Royal Military College, or St. Lawrence College. Kingston
was also one of Canada’s top 10 retirement destinations. It was a prime
location for retirees due to its low cost of living and its proximity to many
of Ontario’s major centers and “cottage country” (Rideau Canal, Thousand
Islands).

Exhibit 1 shows that Kingston’s highest population distribution was
in the 30–44 years of age category.
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Current Trends in 
the Golfing Industry
Canada’s golf industry had experienced rapid growth in the past 10 years.
According to the Royal Canadian Golf Association, the number of golfers in
Canada had increased from 3.8 million in 1996 to 5.2 million in 2004.
Canada had the highest golf participation rate per capita in the world, with
a national average participation rate of 19.4 percent. A huge influx of new
Canadian golfers had a major impact on the industry. Some of the most ob-
vious trends were an increase in both female and junior golfers, an increase
in the demand for more public golf courses, and a shift toward market di-
versification by private courses.

Golf was still predominantly a male pastime in Canada. Men ac-
counted for 67 percent of total golfers; however, this number had been drop-
ping steadily as women became increasingly more interested in the sport.
In 1996 only 18 percent of Canadian golfers were women; this number had
grown to 33 percent in 2004.

The average age of Canadian golfers was 39, a result of an increas-
ing number of junior players taking up the sport accompanied by a relatively
stagnant senior participation. In 1996 there were 325,000 junior golfers
aged 12 to 17 and 331,000 senior golfers aged 65 and older. In 2004 there
were 389,000 junior golfers and 359,000 senior golfers. Research showed
that average rounds played increased dramatically with age. Although the
number of junior golfers had increased, the number of rounds they played
per year was significantly less than that of the senior and intermediate age
category golfers. Male juniors played on average 11.2 rounds of golf per year,
and seniors played approximately 37.3 rounds. Exhibit 2 depicts demo-
graphic profiles of Canadian golfers in more detail.

In many areas of the country, there had been an insufficient supply
of public courses. As a result, more and more public courses were being
constructed. Semiprivate courses had become very popular, accounting for
50 percent of all rounds played in 2004. This was followed by public courses
with 31 percent of play, and private courses with 19 percent of play.

Changing demographics had forced many private courses to rethink
their position in the market. There was a greater demand for private courses
that catered to families, juniors, and women. Many private clubs were opening
their doors to occasional public golfers. For example, at St. George’s, a private
golf course in Toronto, management had chosen to make its course available
to nonmembers on Sunday afternoons and evenings when member demand was
low. More and more private courses were making changes that would allow
them to capitalize on emerging industry trends. Brian MacDonald, director of
membership development for the Royal Canadian Golf Association, had said
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EXHIBIT 1 Population Distribution by Sex and Age in Kingston

Age (years) Males % of Total Females % of Total Males and Females % of Total

Under 14 13,380 9.81% 12,950 9.49% 26,330 19.30%

15–29 17,045 12.49% 16,110 11.81% 33,155 24.30%

30–44 16,615 12.18% 16,950 12.43% 33,565 24.61%

45–59 10,385 7.61% 10,350 7.59% 20,735 15.20%

60–74 7,330 5.37% 8,685 6.37% 16,015 11.74%

75� 2,340 1.72% 4,275 3.13% 6,615 4.85%

Total 67,095 49.18% 69,320 50.82% 136,415 100%

EXHIBIT 2 Selected Demographic Profiles of Canadian Golfers

Golfers Who Are
Age Range Age Range Household Members at Private
(Years) % (Years) % Income % Club %

Male 12–17 8% Female 12–17 3% �$30,000 17% Yes 13%

Male 18–34 25% Female 18–34 11% $30,000–$49,999 25% No 87%

Male 35–49 23% Female 35–49 8% $50,000–$74,999 25% Total 100%

Male 50–64 12% Female 50–64 4% �$75,000 33%

Male �65 5% Female �65 1% Total 100%

Total 73% Total 27%

that “without programs to introduce and keep people in the game, the indus-
try will have trouble maintaining or increasing what it has right now.”

History of the Rideau Golf and
Country Club
The Rideau Golf and Country Club was first established in 1917 as a golf course
with only six holes. In 1929 Stanley Thompson, a reputable golf course
architect who had designed world class courses such as those at Jasper Park
Lodge and Banff Springs Hotel, expanded Rideau into an 18-hole golf course.

In order to generate year-round income, in 1961 Rideau added curling
rinks to the club. The curling club was considered the secondary product at
Rideau.

The club had traditionally catered mainly to males; this had dis-
couraged female membership. This dated focus had contributed to the exis-
tent old boys’ club culture that was now evident at Rideau. The golf lounge
was originally open only to men, but in 1992 the lounge opened its doors
to women. Still, men typically kept to one side of the lounge and women to
the other. Although there were no formal rules for this division of sexes,
there was a planter that informally acted as a divider in the room. On occa-
sions, when the planter had been removed, members had said that they were
uncomfortable because it seemed that the women might be “taking over”
the lounge.

In 2001, as a result of a battle fought and won by Rideau member
Dr. Brenda Billings, female membership fees were raised so that they were
equivalent to men’s fees. The women, then, were granted the right to tee off
during any of the club’s operating hours, rather than being restricted to off-
peak hours, as had previously been the case. In an attempt to attract more
members, Rideau’s management had also recently implemented a junior

program for golfers under 18 years of age. This program consisted of sponsor-
ing junior clinics for members as well as for juniors from the Kingston area.
As a result, junior membership had more than doubled in a 10-year period.

Rideau’s management team was trying to increase the number of out
of house functions, such as weddings, Christmas parties, and business meet-
ings. These nonmember functions had become an important source of revenue
for the golf course. The dining room was closed to membership to accommo-
date many of these functions. Some members had expressed dissatisfaction
because they felt that their membership fees were substantial enough that
they should not have to be inconvenienced by nonmembers. Brian Murray was
having difficulty balancing the needs of members and the lucrative revenue
generated by the nonmember functions. He was hesitant to turn nonmember
functions away, because revenue from internal membership use of the dining
room was on the decline.

Culture of the Club
The Rideau Golf and Country Club was perceived in the community as an ex-
clusive, private club that attracted, and catered to, many of Kingston’s elite.
The course itself had a strong reputation in golfing society. In 2000 the
Rideau Golf and Country Club had been ranked as one of the top 50 golf
courses in Canada, and one of Canada’s top five most underrated courses by
Score magazine.

The president and board of directors were members of the club. They
were nominated, and subsequently voted in, by Rideau’s shareholders each
year. The board of directors was composed of 10 male members and two fe-
male members. The average age was 57, with only two just under 50. In 1950,
100 stock shares were issued to each member. Since then, the number of
shares had been split several times in an attempt to diversify power. When
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shares were split, existing shareholders were given purchase priority. The ma-
jority of original shareholders opted to capitalize on this opportunity. As a
result, for numerous years the same 100 people had maintained voting con-
trol over the board of directors and, consequently, the golf course in general.

The predominant internal culture at Rideau could best be described
as an old boy’s club atmosphere. Traditions and values that were established
in 1917, when the club first opened, continued to exist. Many of the current
members had been at the club for numerous years, and in many cases, their
parents and grandparents were members during the early years of the club.
A strong, personal commitment to the club had developed among such
members. They felt at home and enjoyed the numerous annual tournaments,
ceremonies, and social events that were mainstays at Rideau. These tradi-
tions were also very attractive to new members who were seeking an excel-
lent, challenging course combined with business and social opportunities.

On the flip side, with such a strong “old school culture” there existed
a sense of conservatism and resistance to change. This stubborn attitude
was probably a reflection of members’ ages and their self-perceived status
in society. Often new, innovative-thinking management found this culture
intimidating because the members felt, as a result of their long-standing
history at the club, that they knew better than the management what would
and would not work. As a result, Rideau’s management had felt a great deal
of resistance from the members toward any attempted or actual changes the
club had made to adjust to modern times. For example, the board of direc-
tors and members debated for a full year over whether to install an elevator
at the club (they finally did install it). Another time, management faced in-
tense heat from members when they announced that member fees would in-
crease by $2 per month in order to plant more flowerbeds at the clubhouse.
There were many members that still believed that the golf lounge should
have remained a men’s only lounge and that women’s tee off times should
still come second to men’s tee off times. These same members had also been
known to complain if young, attractive women were not hired to serve in
the golf lounge for the summer. The board of directors was unwilling to con-
sider the addition of a swimming pool, health club, or tennis courts. Such
changes would be similar to those of other private clubs that were at-
tempting to attract a younger membership by catering to families.

Membership at Rideau was on the decline. This could have been due
to the predominant old age of the members, but was also due to the club’s
inability to accept change, which was inevitably driving away many of its po-
tential new members. It was important to note that the culture issues evi-
dent at Rideau were predominant in the golf membership; almost no culture
problems existed within Rideau’s curling population.

Club Layout and Design
Rideau accommodated both golf and curling memberships and, as such, was
open year-round. There were several eating and drinking facilities at Rideau
that were open to members only. These included:

■ The Dining Room: Dinner only, formal atmosphere and fine dining,
overlooking Lake Ontario

■ Club Café: A casual restaurant for lunch and dinner
■ Golf Lounge: Overlooks the 18th hole, open during the golf season,

lounge food like sandwiches, burgers, and beer
■ The Curling Lounge: Similar to golf lounge, open in the winter, often

used for receptions and special events year-round; 10th tee: snack
shop booth located at the 10th hole

■ Other Amenities: Driving range, practice putting and chipping green,
men’s and women’s locker rooms, co-ed sauna, and boardroom

Rideau had a par of 70 and was 6,982 yards long with 18 holes. The
course was considered to be one of the best in eastern Ontario. Rideau’s
tight fairways and small greens made it an extremely challenging course.
There was an abundance of water and mature tree growth, making the course
aesthetically pleasing. The course was extremely well manicured; much of
this could be attributed to the computerized underground watering system.
Rideau’s speed of play was relatively slow, because of its aging membership.

Rideau owned a significant amount of undeveloped land. It had re-
cently received a bid from the city to purchase the land for $1 million. The
land was large enough to accommodate another 18-hole course. The city
would have liked to use the land as a public park. Rideau currently did not
have enough money to develop a second course, but decided to hold onto
the land for future expansion.

Membership
There had been a decline in both golf and curling memberships since 1993. The
number of golfers had decreased from 881 in 1993 to 825 in 2005, and the
number of curlers had decreased from 424 in 1993 to 370 in 2005. However,
substantial increases were evident in both the female and junior categories.
The number of female members was 244 in 1993 and was projected to be 375
by the end of 2005. The number of junior members would be 120 by the end
of 2005, up from 49 in 1993. The membership data are listed in Exhibit 3.

Exhibit 4 summarizes the golf membership distribution at Rideau.
Upon examination of this exhibit, it is evident that the majority of Rideau

EXHIBIT 3 Membership Figures at Rideau Golf and Country Club

1993 1996 1999 2002 Projected 2005

Total % Total % Total % Total % Total %

Golfers Male 678 50.04% 649 48.40% 502 39.31% 466 36.78% 450 36.14%

Female 162 11.96% 178 13.27% 247 19.34% 262 20.68% 275 22.09%

Junior 41 3.03% 52 3.88% 73 5.72% 92 7.26% 100 8.03%

Total 881 65.02% 879 65.55% 822 64.37% 820 64.72% 825 66.27%

Curlers Male 334 24.65% 312 23.27% 297 23.26% 281 22.81% 250 20.08%

Female 82 6.05% 88 6.56% 93 7.28% 98 7.73% 100 8.03%

Junior 8 0.59% 12 0.89% 15 1.17% 18 1.42% 20 1.61%

Total 424 31.29% 412 30.72% 405 31.71% 397 31.33% 370 29.72%

Social Members 50 3.69% 50 3.73% 50 3.92% 50 3.95% 50 4.02%

Total 1,355 100% 1,341 100% 1,277 100% 1,267 100% 1,245 100%
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golfers were seniors (384). There has also been notable declines in the num-
ber of intermediate golfers (168 in 1993 to 103 in 2005). This decline was
attributed to the shift of these golfers from the intermediate age category
to the senior age category. There has also been a significant increase in jun-
ior golf memberships. In 2005 Rideau had 100 junior golfers compared to
41 in 1993. A large number of the members were retirees who had migrated
from Toronto or other places outside Kingston. The remaining senior golfers
were independent businesspeople and people affiliated with the universities
and the hospital.

Revenue
Eighty percent of the membership revenue came from annual fees, and
20 percent came from entrance fees. Total revenue, and golfing and curling
revenues, had declined in the last few years. For example, curling revenue
went from $83,991 in 1993 to $76,000 in 2005. In 1999 golfing revenue was
$1,008,928, dropping to $985,000 in 2005. Overall revenue declined to
$1,398,000 in 2005 from $1,417,764 in 2002.

Internal food and beverage revenue was generated via sales to mem-
bers at the golf course. On the other hand, external food and beverage rev-
enue originated from nonmember functions, such as wedding receptions,
Christmas parties, and business meetings. Internal food and beverage rev-
enue, although higher than external food and beverage, had decreased from
$216,400 in 1999 to $202,200 in 2005. However, external food and bever-
age revenue had steadily increased from $72,600 in 1993 to $134,800 in
2005. Revenue figures for Rideau are listed in Exhibit 5.

As a private golf club, Rideau had two sets of fees. The first set was
the entrance fee. It was a one-time payment that a customer paid upon be-
coming a member. In certain instances, Rideau allowed members to pay the
entrance fee in installments over a five-year period, but in doing so, these
members paid a higher total price. Junior members (18 years of age and
under) were exempt from paying an entrance fee. However, as a golfer grew
older, he or she was subject to the entrance fee of the membership category
that corresponded to his or her age.

The second fee was the annual fee. Paying this fee allowed
members unlimited golf, full clubhouse privileges, and coverage of the

EXHIBIT 4 Golf Membership Distribution at Rideau Golf and Country Club

1993 1996 1999 2002 Projected 2005

Total % Total % Total % Total % Total %

Senior golfers

(�46 years) 383 43.47% 374 42.55% 361 43.92% 378 46.10% 384 46.55%

Husband/wife golfers

(�46 years) 102 11.58% 92 10.47% 96 11.68% 102 12.44% 106 12.85%

Husband/wife golfers

(19–45 years) 78 8.85% 74 8.42% 76 9.25% 54 6.59% 48 5.82%

Intermediate golfers

(19–45 years) 168 19.07% 182 20.71% 128 15.57% 109 13.29% 103 12.48%

Junior golfers

(�18 years) 41 4.65% 52 5.92% 73 8.89% 92 11.22% 100 12.12%

Nonresident member 26 2.95% 24 2.73% 12 1.46% 17 2.07% 15 1.82%

Corporate social 50 5.68% 50 5.69% 50 6.08% 50 6.10% 50 6.06%

Clubhouse 33 3.75% 31 3.53% 26 3.16% 18 2.20% 19 2.30%

Total 881 100% 879 100% 822 100% 820 100% 825 100%

EXHIBIT 5 Revenue Figures for the Rideau Golf and Country Club

1993 1996 1999 2002 Projected 2005

Total % Total % Total % Total % Total %

Curling $83,991 7.17% $79,662 6.41% $79,433 5.68% $78,834 5.56% $76,000 5.44%

Golfing $826,218 70.52% $884,948 71.20% $1,008,928 72.15% $1,006,750 71.01% $985,000 70.46%

F&B—Internal $188,760 16.11% $192,580 15.50% $216,400 15.47% $210,680 14.86% $202,200 14.46%

F&B—External $72,600 6.20% $85,660 6.89% $93,670 6.70% $121,500 8.57% $134,800 9.64%

Total $1,171,569 100% $1,242,850 100% $1,398,431 100% $1,417,764 100% $1,398,000 100%
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Entrance Fees Annual Fees

Senior golfers (�46) $7,000 Senior golfers (�46) $1,787

Husband/wife golfers (�46) $12,000 Husband/wife golfers (any) $3,301

Husband/wife golfers (19–45)—one-time $5,100 Intermediate golfers (19–45) $1,228

Husband/wife golfers (19–45)—5-year $5,590 Junior golfers (�18)

Intermediate golfers (19–45)—one-time $3,000 Parents are members $371

Intermediate Golfers (19–45)—5-year $3,500 Parents are not members $530

Social $500 Social $380

Clubhouse $100

members’ required fees in the Ontario Golf Association and Canadian Golf
Association.

Exhibit 6 is a list of the two sets of fees charged to each member
according to age range.

The Rideau Golf and Country Club was a seasonal business. The curl-
ing season began in September and ended in April. The golf season usually
ran from late April to late October; however, on occasion members might
still be golfing in December. Exhibit 7 shows a timeline for the golfing and
curling seasons. In the fall, overlap occurred between golf and curling.
During this time there were some staffing issues and decisions to make re-
garding hours of operation. Management had solved this problem by clos-
ing the golf lounge during the slow weekday periods and serving both
curlers and golfers from the curling lounge bar. Although this might not
have been the ideal situation, it did minimize labor and operation costs.

Competition
There were no other private golf courses in the Kingston area, with the ex-
ception of Crestwood, a 3,124-yard, 9-hole course with a par of 36. This
private course catered mainly to the military personnel in the Kingston
area by offering members who were in the military significant membership
fee discounts. However, the development of a private golf course was be-
ing considered for a senior residential area in Bath, Ontario (15 minutes
from Kingston).

There were three semiprivate golf clubs located in Kingston’s vicinity.
(Note: Semiprivate golf clubs combine private memberships with public golf-
ing privileges, but the members have first priority and special advantages at
these clubs.) Foxland was a semiprivate 18-hole course, 5,020 yards long, and
the par was 70. It was considered a relatively simple course with a fair level of
maintenance and offered limited amenities and member services. Membership
fees were $1,000 a year, and public one-time greens fees were $28.

River Ridge had 18 holes and par was 71; the course was 6,293 yards
long. The membership fees were close to $1,250 per year, and one-time,
public greens fees were $30. The level of course maintenance was good, and
difficulty of the course was medium. Additional amenities included a pub-
lic lounge, public restaurant, and pro shop.

Canton Meadows had a 6,044-yard course with an 18-hole par of 72.
Membership fees were $1,500 per year, and one-time public greens fees
were $34. The course was rated fairly difficult and was maintained very well.
There were two restaurant/lounges at the club. One was open only to mem-
bers, and the other was open to the public. Both the members and the pub-
lic were welcome to book the banquet room for special social functions, but
member functions took priority.

Fishcreek Golf Course was the only public municipal-run course in
Kingston. The 5,200-yard course was poorly maintained and offered no
other amenities other than a pro shop. It was rated an easy 18-hole course,
with a par of 70. One-time public user greens fees were $18.

Current Situation
As Brian Murray entered the boardroom, he mulled over the customer let-
ters. Rideau had higher junior and female membership than ever before, but
why were its revenues decreasing? Why was there such backlash from some
members over the new direction that the club was trying to take? Brian
wanted to please his existing clientele, but he was sure that opening the
doors to an increasing number of women and junior members would ensure
growth for the club. Hopefully, the meeting would shed some light on the
issues that Rideau was facing. Maybe it was just a matter of time before the
club’s new direction translated into success at Rideau. Maybe some drastic
changes were in store. Brian knew that, in a few hours, his vision for the
future of the Rideau Golf and Country Club would become clear. He hoped
this vision would be successful.

EXHIBIT 6 Fees for Members at the Rideau Golf and Country Club

Apr May Jun Jul Aug

Golfing Season

Sept Oct Nov Dec Jan Feb Mar Apr

Curling Season

EXHIBIT 7 Timeline for golf and curling


