
Customer	Reten,on	Program	
"Rabbits	&	Rookies"	



	
	

“If	people	believe	they	share	values	with	a	
company,	they	will	stay	loyal	to	the	brand.”	

	
(Howard	Schultz,	Chairman	and	CEO	of	Starbucks)	



My	Background	
Chris,an	Relling	
31	years	old	
Studied	sports	management	at	the		
German	Sports	University	in	Cologne	
Responsible	for	Sales	&	Marke,ng		
at	Schloss	Lüdersburg	since	2011	
	
	



About	Schloss	Lüdersburg	
Golf	resort	southeast	of	the	

Olympic	candidate	city	of	Hamburg		
	
	
	
The	resort	at	a	glance	
§  72	rooms,	4-star	first	class	hotel	
§  Two	18-hole	championship	courses		

§  Old	Course	and	Lakes	Course	

§  Driving	range,	4-hole	short	course	
and	pracPce	faciliPes	

§  Golf	school	with	four	PGA	pros	
§  Three	restaurants	
§  The	Country	Spa	



Our	Problem	
An	above	average	number	of	new	members	was	acquired	over	the	last	few	
years,	but	we	were	not	able	to	retain	the	members.	
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The	transiPon	from	beginning	to	play	golf	to	becoming	a	regular	
golfer	costs	a	vast	effort	for	acPvaPon!	
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What	We	Need	to	Do	

Proac,vely	establish	contact	amongst	golfers	
	

Develop	flexible	training	offers	that	do	not	require	a	commitment	
	

Create	a	"club	in	a	club"	as	a	social	plaKorm	
	

Avoid	in,mida,on	about	playing	the	first	round	of	9/18	holes	
	

Integrate	beginning	golfers	through	regular	engagement	un,l	they	
reach	a	handicap	of	36	

Make	golfing	more	fun!	

	
	



The	Customer	RetenPon	Program	



The	Three	Pillars	
Community	

Feeling	of	"my	club"		
&	

homogeneous	
group	

Professional	support	
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flexible	arrangements	

AnimaPon	 	Offer	

Organized	rounds	of	golf	
	

Own	logo	"R&R"	lounge	Club	shirts	 Weekly	training	 Flight	partner	arrangements	
	

9-hole	tournament	
	

Golf	rounds	with	pro	Events	with	addiPonal	program	
	



The	Customer	RetenPon	Program	



Conclusion	
Since	the	course	opened	in	June	2015,	an	average	of	over	40	people	have	come	

every	Saturday	to	the	driving	range	to	prac,ce	their	swing.		
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Conclusion	
ü  Training	op,ons	are	well	received	

	
ü  Green	fees	received	through	the	R&R	program	cover	the	

current	costs	
	

ü  The	concept	leads	directly	to	new	memberships	and	upgrades	
of	exis,ng	memberships	
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Our	goals	for	2016	
ü Constant	more	than	50	partcipants	at	the	weekly	training		
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ü Establish	R&R	as	a	profit	center	
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ü  Increase	the	number	of	new	members	to	more	than	400	and	
reduce	the	number	of	memberships	cancelled	to	less	than	300	



Next	steps	
	

ü Crea,on	of	a	mentor	program	with	long-,me	members	
	

ü  Tiger	&	Rabbit	events	to	enhance	loyalty	
	

ü  Addi,on	of	other	fee-based	services	and	op,ons	



Transferability	of	Concept	
	

ü  Concept	can	be	adapted	to	the	respec,ve	target	group	
	

ü  Focus	on	offer	and	communica,on	
	

ü  Services/op,ons,	costs	and	effort	are	scalable	
	

ü  Concept	is	flexible	and	can	evolve	with	the	par,cipants	



Thank	you	for	your	a_en,on!	


