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September
Meeting

Berkshire Country Club

Monday, September 23, 1996
11:00 AM - Lunch
12:30 PM Shotgun - Golf
5:00 PM - Cocktails
6:00 PM - Dinner
There will be a CPGCSA Board of Directors
Meeting at 9:30 AM.

Superintendent Profile

Rob Ehrhart has been the Superintendent at the Berkshire
Country Club for nine years. He graduated from Penn State in
1984 with a BS in Agronomy. Rob is masrried to Michele and
has a 5 year old daughier Rachel and they are expecting their
second child in September. His hobbies are hunting, sporting
clays, fishing, and getting away from it all at the cabin in
Tioga.

Course Profile

The Berkshire Country Club was incorporated March 1,
1899, with the first clubhouse and a six hole goif course being
located on the West side of Wyomissing Boulevard in
Wyomissing, PA. In May of 1902 the club purchased 59 acres
of land in Bern Township, just north of the City of Reading,
and built a new clubhouse and a ninc hole golf course designed
by the late William "Willie" Park Jr.. Park was a former
British Open Champion. Additional purchases of land were
made so that the club property now includes 125 acres with an
18 hole golf course, three tennis courts, swimming pool and the
clubhouse. The course has a tee to green automatic irrigation
system and the most recent improvement was a new mainte-
nance facility and renovation to the practice area.

CPGCSA Annual Meeting

At the Annual Meeting on October 22, 1996, we will be
discussing and voting on some chapter issues as well as
officers and directors. We will be voting on the GCSAA
Reaffiliation Agreement and by-law changes necessary to
conform with their requirements.

Because chapter membership classes A, B, and € must be

consistent with GCSAA classifications for the reaffiliation

agreement to be accepted, the following changes w0 our

existing by-laws must be approved.

A Article 4.02.b.1 -- Qualifications and Selection of
Directors. Add the following after the first sentence:
A majority of the board of directors shall be GCSAA
Class A or B members.

A Article 4.02.b.3 -- Election of Directors. Add:
Classification C to eligible candidates.

A Article 5.01.a -- Officers’ Qualifications. Add the
following after the first sentence: All officers shall be
GCSAA Class A or B members.

A Article 6.01 -- Membership. Change from 10 to 11
classes of membership. Add; Class C.

A Article 6.02 -- Yoting Members. Add: Class C.

A Article 6.06 -- Class A - Golf Course Superintendent
Members. Add after the first sentence: Effective July
1, 1997, all new Class A membership applicants must
submit an application for membership or evidence of
membership with the Golf Course Superintendents
Association of America.

A Article 6.07 -- (Redefined) Heading Change: Class B
= Golf Course Superintendent Memnbers

e COntinuedon page 5 ...
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President's

Message
by John Dougherty

I would like to thank Mark Hendrixson and his crew at Conestoga Country Club for a great day.
The golf course was in great shape and I did not go into the creek all day,

I hope everyone is cnjoying this liltlc dry spelt we are having. Who cares, it's the end of (he
summer and everything is winding down, goll’ wise that is. When everybody else goes back o school
or back to work we really star( (o put il into high gear, Not everyone knows that there is a small
window of opportunity to get our secding and aerifying done. [ know that hy the time this newsletter
hits the mail I should have my seeding and acrifying done.

In this newsletter you will find some by-law changes we will be voting on at our annual clections
meeting. Please read them carefully and make sure yos make the October meeting to vote the by-law
changes and the reaffiliation with the National.

This month I am going to start a missing superintendent profile. I can't remember his name so T wili
give a brief description of him. Dirty blonde hair, glasses, mid 4('s, wild man, plays about 2 million
softball games a year. If anybody you know malches ihis description, please call me.

Don't forget there are still two more meetings left il you have nol made one yet. On more (hing, we
are looking for superintendents to serve on the board. If you or someone you know would like to serve
on the board, please call me or Wanda Fry.

Directions To Berkshire Country Club

A From Hamisburg -- Take I-78 East to Route 183 South, Srausstown Exit 7, Follow 183 Soulh
for approximately 16 miles to club cntrance on left. Club is 1.1 miles south of Airport.

A From Lancaster/York -- Take Route 30 East 1o Route 222 North to Reading. At inlersection of
Route 724 West make a Left (Hyundai-Rickels) and follow to intersection of Route 422
(McDonalds, Jiffy Lube). At intersection make left and then an imimediate right (HW1
Hardware) onto Mull Avenve. Follow Mull Avenue to divided highway and signs for Route
183 and Reading Airport. Make right off of exit and go approximately 2.4 miles on 183 South
to club entrance on left.

%  From Allentown -- Take Route 222 South to Reading. Follow signs to Sinking Spring,
Reading Airport, and Route 183, Take 183 Soulh & Reading Airporl exit. Make left and go
South on Route 183 approximately 2.4 miles to club entrance on left,

A From Pottstown -- Take Route 422 West to Reading. Follow signs for Reading Airport and
Route 183. Exit at Reading Airport, Schuylkill Avenue and Route 183, Make left at traffic
light (Route 183 North) go approximately 1/3 mile, club entrance is on right just aficr city
limits.

A  From PA Turnpike -- Take Reading exit of Turnpike and follow signs for I-176 to Reading.
Then follow signs for Route 422 West to Reading, Take 422 West to Route 183 and Reading
Airport exit. At traffic light (Route 183 North) make left and go approximately 1/3 mile. Club
entrance is on right just after city limits,
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If You Could Describe Your
Summer In 5 Words or Less

This is the question we askcd some local superintendents
and below you will find their answers.

A Wet.and Wild -- Kenny Diclrich, Lancaster Country
Club ’

A Most Unusual -- Corky Knoll, Moselem Springs Goll'
Club

A Complete Opposite of 1995 -- Bill Brooks, Hanover
Country Club

A Wet and Cool -- Mark Jacohs, Armilage Golf’ Club

A It's about Time -- Jefl Edwards, Green Valley
Country Club

A Summer Froim Hell, Part 2 - Mark Malasuvage,

Country Club of Hershey South

Excellent -- Whitcy Krout, Range End Country Club

A Oh My Goodness!t!! -- Dave Rafferty, Chambersburg
Country Club

1997 CPGCSA Elections

The October Meeting at The Outdoor Country Club will be the

annual meeting with election of officers and directors for the
1997 meeting year. Listed below are the nominees compiled
y the Nomination Commitice

>

President: H. Jim Loke, CGCS

Vice President: John Gehman

Secretary/Treasurer: Ted Zubrenski

Director; Alby Gerst

If you are interested in running for the board, pleasc
contact John Dougherty at (717) 569-6221. Nominations may
also be made from the floor by a voling member in good
standing at the annual meeting.

Upcoming Events

A October 14, 1996 -- 20th Annual Joseph Valentine
Memorial Golf Tournament, Bent Creek Country Club,
Lancaster, PA

A November 12 - 14, 1996. Penn State Golf Turf
Conference. Penn State University.

A Febroary 6-12, 1997 -- 68(h International Goll' Course
Conference and Show, Las Vegas Convention Center

A Tuesday, March 11, 1997 -- GCSAA Seminar,
Irrigation Systems Scheduling, Repair and Mainte-
nance at Heritage Hills Golf Resort, York, PA

@ _ Spring Gardens - Direct Orders
\N S 800-338-4769
(NS

proiawn..

858 Mt. Joy Rd.
Manheim, PA 17545
(717) 664-4204
(717) 940-4286 Car
{717) 664-4207 Fax

Don Hollinger
Sales Representative

PRO-LAWN PRODUCTS, INC.
3180 Stoney Point Rd.
East Berlin, PA 17316

GREG BORZOK DON BENNER

Lawn and Golf Supply Co., Inc.

Specialists in Equipment and Supplies
For Maintenance Of Turf

Phone: {(610) 933-5801
Fax: (610) 933-8890

647 Nutt Rd., P.O. Box 447
Phoenixville, PA 15460

Nothing Runs Like A Deere

| 7
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|~

TOM STAGER

FINCH TURF EQUIPMENT, INC,
Westminster, MD 21157

(301) 878-2211 Baltimore
North Wales, PA 19454

800-78 DEERE

{.AgrEvor

A company of Hoechst and NOR-AM

Shaun M. Barr_y AgrEvo USA Company

Sales Representative 1133 RT 27

Specialty Products Somerset, N] 08873

Telephone: {908} 846-8173
TURF Thed Fraleigh, Jr.
MANAGEMENT Turf Agronomist
ASSOCIATES 4340 Oregon Pike
Ephrata, PA 17522

Froviding Professional Anaiylical Services
and Unbiased Recommendations

(717) B59-3276 (office} « (717) 569-4025 (home)
(717) 859-3416 (FAX)

PHILADELFHIA TURF COMPANY

Turf Managamant Associates is a subsldiary of Brubaker Agronomic Consulting Sarvice, Inc.
4042 LANDISVILLE ROAD, BOX B6S
DOYLESTOWN, PA 18901-0865

TURF EQUIPMENT

IRRIGATION EQUIPMENT & DESIGN SERVICES
FLOWTRONEX/PSI PUMP STATIONS

OTTERBINE AERATORS
PARTS
SALES
SERVICE -

OFFICE# 215-345-7200
FAX# 215-345-8132
TIME SAVER# 215-348-4314




From the Editor ..... Terry Morgan

As you all know our employee's and our appearance on the
golf facility is very important. We try (o reflect an image (very
much the same as our polf course), neat, clean and in every
respect a top of the line management reflection. I hope this article
helps with some ideas and helps keep your members and golfers

happy.
Better Customer Service Helps Keep

Customers Coming Back
by Harris M. Plotkin and James L, Plotkin ,
Principals, The Plotkin Group

Why is customer service so important? Consider onc golf
course, golf range, restaurant, dry cleaner or some other type of
business that you no longer patronize. As a matter of fact, you
probably drive miles out of your way to do business with someone
else - precisely because they treated you badly. Most likely you
will tell your friends why they should never buy anything from
that business. That's normal. It's human natuse.

The majority of people stop buying from a business because of
indifference by sales and service personuel. In a study done a few
years ago by Tarp Associates, a nationwide consumer survey
group, the reasons customers stopped buying from a business were
as follows:

A 1% die

3% move away

5% develop telationships with a competitor
0% because of price

14% because of quality

68% because of indifference by sales and service
personnel

> o> o> >

The Tarp stady went even further in examining what happens
with angry customers -- 96% of angry customers simply stop
buying; they don't complain. Most of us do not like (o argue.
Rather than complain, we simply stop doing business with that
store or business and go elsewhere. What's even worse for that
business is that an angry customer will tell 12 to 20 other people.
That's why the old adage really turns out to be true: "Bad news
wavels fast"

Why else is customer service so important? It's vitally
important to the golf course owner, who rarely knows how to
practice it or how to teach it to their employees, Large
organizations tend to talk a lot about customer service, Some
even spend a great deal of money on customer service training,
However, few really put it into practice. One of the advantages
the golf course owner has is that they can devote their heart and
soul to setting examples for their employees on how to give good
customer service, and make sure they provide the highest quality
service possible.

Customers Vote With Their Wallets, And Their Feet

Studies have consistently shown that if you provide the very
best possible service, people will buy from you even though your

A4-

product isn't the best, even when you're not in the best location,
or even i your price isn't the lowest. However, even if you
have the best product, if you treat customers poorly or rudely,
sooner or later they're going w0 stop doing business with your
golf facility, and go 1o a competitor.

How do you develop and deliver good customer service?
There are a few basic steps. The first step is to select the right
kind of employee. That includes people who enjoy dealing
with people, who want to please everybody, who are honest,
hard-working, dependable and capable.

There are many different hiring processes. Pre-employment
tests help companies identify personalily traits and cognitive
skills that help them hire employees who will have the ability
to not just {it into the organization, but to ensure they're in the
right job.

A variety of tests can be utilized to measure diffcrent
qualitics when screening employees.  They can quantify
skills/abilitics, motivationsfinterests, and personality traits,
from ane extreme fo the other; ie. is the potential employee
more submissive or assertive, reserved or outgoing, reactive or
organized, etc. Each test can be used to identify whether or
not a person has the qualities necessary to deliver good
customer service at a golf course. Choosing a particular test s
dictated by what a company wants to measure, which is
determined by the position being filled. Some tests can be
administered for as little as $15 to $35 per employee screening.

Attitade Is Just As Important As Aptitude

Afier selection, the second step is training. Just training peop)
in the skills necessary (o serve a customer (if you're in the food
service business) or talk w0 a customer (as at a golf course) is
not enough. In addition to skill training, it is essential that you
give employees attitude training. Your attitude governs your
behavior. Without the right attitude, employees are unlikely to
take carc of your customers the way that you would.

The third step is freatment. You need to treat your
employees as you want them to treat your customers. In
developing customer service training in any organization, it
must start from the top. The old saying, "Fish rois from the
head down," is certainly true when thinking about how poor
customer service can occur,

It's hard for any business, large or small, to change fixed
costs such as sales tax, property tax, payroll tax, etc., or
compete with the advertising budgets of larger competitors.
One of the few areas the course operator can control, and one
with a positive impact on revenues, is the quality of his
customer service. All of your employees must do everything
they possibly can to ensure every customer who visits your
facility leaves with a positive feeling about the facility and the
people they encounter. It's a mindset that's developed in your
head, and in the head of every employee.

If you approach each customer with the attitude you'n
doing the best you can, you can achieve a level of custom
service above and beyond your competitors. The best-run
corporations in the U.S. achieve this every day, and their
success is reflected in customer volume, gross sale, profits --
and repeat customers,



Heritage
Hydro Aeration

2700 Mt. Rose Ave.
York, PA 17402

Tony Goodley
(717) 755-1919

Tl

The Hydrofect® 3000.

cilb@

Ciba-Geigy Corpration
2120 Greyhorse Drive
Warrington, PA 18976
(215) 343-5654

Fax: (215) 491-2301

Randy R. Moser
Senior Marketing Specialist

Ciba Turf & Ornamental Products

* Turf and
sfishe SOI1  Horticultural
ESCONY mnec. Pesticides
THE "GREEN INDUSTRY" SUPPLIER * Fertilizers
MEETING THE NEEDS OF GOLF COURSES ¢ Seed & Mulch
ARBORISTS, LAWN CARE APPLICATORS, ETC
THEODORE C. HUHN 2819 Blue Ball Road
Sales Representative Elkton, MDD 21921
(800) 945-9854

The Scotts Company

and Subsidiaries

2 —
ProTurf.

Fauf Wickey

Technical Represenlalive The. O, Scoft & Sens Company
Professional Business Group
23 Big Horm Avenue
Mechanicshuy, PA 17055
Tl: (717) 697-1013
Mobie: (717) 576-3513

Printed on Racyclad Paper

OFFICE (800) 338-1466
HOME {215) 381-2504
FAX (717) 646-5840

PAR-MAR CARS, INC.

USED GOLF CARS & TURF EQUIPMENT
TURF SUPPLIES

o
ALASKA STOKER STOVE DEALER

1 KUKENBUCHER AOAD
P.C. BOX 68

MARK B. BIERY LONG POND, PA 18334
[SEEDWWAY
QUALITY TURF PRODUCTS
Seed Fertilizer Mulch
York Mifflinburg Emmaus

1-800-836-3720  1-800-338-2137 1-800-225-4131

CPGCSA Annual Mtg. ..cont'd from page I...

Replace entire section: To qualify for a Class B
membership, an applicant shall have, at the time of
application for membership, less than three (3) years
expericnce as a Golf Course Superintendent and be
currently employed in such capacity, Effective July 1,
1997, all new Class B membership applicants must submit
an application for membership or evidence of membership
wilh the Golf Course Superintendenis Association of
America . Class B members shall have all the privileges
ol the association, subject to the provisions of Article TI,
Section 11, and shall pay such initiation fces, annual dues
and assessments as established by the board,

Article 6.07.a -- New Scction. Heading: Class C -
Assistant Golf Course Superintendent Members. Text: To
qualify for Class C membership, an applicant shall at the
time of application for membership, be employed as an
ussistant to a golf course superintendent. He or she may
be a dirccior, but not hold office. He or she shall pay fees,
dues or asscssments.

5 Tips To Better Communication

Good communication is key to enhancing job stability. Here

are five ways you can be a better commumicator at your golf

facility:

A

A

>

>

Use more face-to-face communication with your employer,
employees and golfers,

Lisien and show respect when others are speaking.

Prepare publications frequently, emphasizing why you're
using certain maintenance practices.

Control your reactions. The champions in business arc
able io shrug off distressing situations and regroup
emotionally -- that's one reason they're successful.
Overuse polite phrases, especially "please” and "thank

you".

KOONZ

(800) 7728486

WMo,

(@

'-'0 Lq

Robb A. Werley, C.LD.

Manager - Golf Divisien

KOONZ Sprinkler Supply, Inc.
39 Waverly Avenue

Springfield, New Jersey 07081
(201} 379-9314/FAX {201) 373-6504

Kecping the golf worid greener.™

AER-CORE, Inc.

Deep-Tine, Coring & Hydroject

Greens, Tees, Fairways and Athletic Fields
Competitive Frices

Soil Relicver Distributor {call for dema)
Proven Track Record - Six Years in Business
Multiple Units for Fast Completion

47 Heron Hill Drive Phone: 1-800-823-7267
Dowiningtown, PA 19335
Bob Eichert Rill Rahling




G_olf Results

Listed below are the team results (Modified Stableford scoring)
from the tournament at Conestoga Country Club.

1st Place Bill Corcoran
Howard Murphy
2nd Place  Randy Super

' Irv Graybill
Longest Drive -- Ted Zabrenski
Closet to Pin

#5 -- Dave Visocan

#11 -- Dale Kintzer

The tournament al Berkshire Country Club in Seplember will
be the CPGCSA Championship. Please provide us with your
handicap.

Membership News

iIf yon know of anyone who is interesied in membership
into the organization or has questions on the stats of their
applications, please have them contact Ted Zabrenski at (610)
326-7069. '

“Just a Reminder...

Should you need to fax inforination o Wanda, the number
is the same as her home telephone number (717) 274-6004. If
the answering machine picks up, be sure to let it run through
the recorded message, then the fax will automatically tarn on.

If you have any accomplishments or things you have done
that could benefit other members, please be sure to get the
information to Wanda so it can be included in the newsletter.

Equipment For Sale

Please coniact Terry Morgan at Bumblebee Hollow if you
have any of the following equipment for sale. (717) 766-1925.

A Used tractor -- 20 HP or more

A Used gang mower

We will continue to advertise used equipment each

newsletter. If you have anything that may be of interest to
anyone else, please contact Wanda to place your ad FREE!!!
Remember, one person's junk is another person's treasures.

1996 CPGCSA Meeting

October 22 Qutdoor Country Club, Annual Meeting

Robert Beyer, CGCS

SF SR RS HERBICIDES * _
LA b FERTILIZERS
Distributors INSECTICIDES
Tom Walsh

5185 RaynorAvenue - Linthicum Heights, MD 21090
410-636-2400/Fax: 410-636-8765/800-235-6138

!

DAN DAVIS

Territory Manager

STULL EQUIPMENT COMPANY

Turf & Industrial Division {610) 495-7441
201 Windsor Road {800) 724-1024
Pottstown, PA 18464 FAX {610) 4957510

VALENTINE & SONS
Turf and Landscape
Supplies & Services

A Division of Valentine Golf Associates Inc.

204 Rodney Circle Office: 610-525-5710
Bryn Mawr, PA Fax: 610-525-5710
19010-3730 Res: 610-525-4310
(
BLUE RIDGE PEAT FARMS
Eugene Fvans

R.R. 1, Box 292A

White Haven, PA 18661 (717) 433-9596

Lee A. Kozsey
Turf Specialist
Turf & Specialty Products

ISK BIOSCIENCES™

ISK Bioséiences Corporation
Residence: 400 Bridle Path Road TH #34
Bethieham, Pennsylvania U.S.A. 18017
(610) 861-8174 » Mobile (810) 730-9158 « Fax (610) 882-9358
Office: (404) 578-9990 « (800) 241-4128 « FAX: (404} 578-0172

Chris Papada

EGYPT FARMS, INC.

P.O. Box 223
White Marsh
Maryland 21162

Phone: (410} 335-3700
Home: (610} 678-2963
1-800-899-7645 (SOIL)
FAX: (410) 335-0164

Pager: 1-800-504-6983

-6-



Bayer

Agriculture Dlvislon
Specialty Products

Neil Cleveland

Field Sales Representative Bayer Corporation
2860 Dove Diive

Yorik, PA 17404

Phone: (717} 792-1794

Fax: (717) 792-3230

Voice Mail: (800) 530-4-4,12. 4026#

MID-ATLANTIC
N\PMEN7

CORPORATION

Lee C. Frey
Territory Manager

(610) 489-1400

Fax: (610} 489-9478

Home Office: (814) 364-2531

ISOLITE = Menefee Humate = EcoSeil Systems
Bio-fect, Clear Lake, Clean Rack Systems
Potassiunt Prod, » Concrefe HazMat Bldgs
Quili Tuft™ Range & Logo Mats

(410) 3889101
1-800-613-6888
Pax; 388-9103

Jeff Lacour Markers « Mowers » Mulch
Vice-President of Saies IRONITE # Seed
Davisson
Golf, Inc.

CENTURY’S
Aquo-ﬂ.z

JERRY PURCELL
GOLF SALES
375 Basin Road
P.0. Box 752
Hammuonton, NJ 08037

609-561-1777
Fax: 609-561-0405
1-800-347-4272

FRED SIEBECKER

Sales Representative
Turf & Ornamental Products

HELENA CHEMICAL COMPANY
117 East Maple Street

€ LEITEE Cleona, PA. 17042
mz-@ BUS.: (717) 2?2’8074

FAX (717) 272-5381

Farm & Golf Course Supply

Bennett Wartrman

7709-7725 Ridge Avenue

Philadelphia, PA 19128 (215) 483-5000

How Golf Facilities Can Show

Commitment to Environment

Conduct an environmentil assessment in order to develop
and implement an overall cavironmental policy and/or long
range plan that reflects or expands upon these principles.

Maintain ongoing records to measure and document progress
toward environmental improvement,

Extend the environmentally responsible practices adopted
for the maintenance of the golf course to all areas of the
overall facility pgrounds.

Adopt practices and technologies that conserve natural
resources, including waler and encrgy,

Develop and initiate comprehensive programs for recycling,
reuse and waste reduction.

Properly store and dispose of solvents, cleaning materials,
paints and other potentially hazardous substances.

Join programs that help to foster elfective environmental
management and policies.

Take active steps to eduocate golfers, neighbors and the
general public about their environmental policies and
practices, :

From GCSAA Leader Board, 1421 Research Park Drive, Lawrence,

>

I KS 06049, (913) 8§41-2240.

We Wanted to Know....

With all the rainfall this year, was it harder or easier this

Harder -- Because of disease and compaction - Kenny
Dietrich, Lancaster Country Club

Easier -- [ have a manual irrigation system - Bill Brooks,
Hmover Coontry Club

Lasier in some aspects and difficult in others - Mark
Jacobs, Armitage Golf Course

It's a Cateh 22 -- July was easy which made Avgust most
difficult - Corky Knoll, Mosefem Springs Golf Club

Same as usual - Jeff Edwards, Green Valley Comtry Club

Easier -- it made installation of our irrigation system easier
- Mark Malasavage, Hershey Country Club South

Tasier, when it comes 10 fairways, tees, and roughs. Greens
were tougher because of being too wet, - Whitey Krout,
Range End Country Club,

Harder -- Increased cutting - Dave Rafferty, Chambersbuarg
Country Club.

Suggestion From One Reader

I would like the president 1o change the color of his hair --
Whitey Krout.
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