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Talent Management Solutions
• Organizational Development
• Workplace Culture Management
• Talent Recruitment Strategies
• Succession Planning
• Employee Engagement & Surveys
• Targeted Focus Group

Executive Coaching & Development
• Executive Leadership Development
• One-on-One Coaching
• Goal-Setting & Planning
• Business & Dining Etiquette
• Professional Image Consulting
• Resume Writing & Interview Prep

www.excellenceinnovators.com
mandy@excellenceinnovators.com 

Operational & Service Excellence
• Operational Assessments
• Customer Experience Strategies
• Service Excellence Survey & Analysis
• Process Improvement
• Change Management
• Workshops & Group Coaching



Early employee experiences are highly influential 

to a new hire’s perceptions of the organization 

and impacts future engagement, 

performance, and retention.
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Overtime 
Recruitment

Pre-Screening
Training/Onboarding

Team Morale
Lost Organizational Knowledge
Ramp Up to Peak Productivity

Member Experience

$5,864
www.talentkeepers.com/tcc



EARLY TURNOVER
within 90-days of hire



What are the primary reasons for early turnover?



Primary Reasons for Early Turnover



Why Do Your New Hires Accept the Offer?



What is Onboarding?



Onboarding is a Process.

Pre-Hire

New 
Hire

Orientation

Training Performance  
Feedback

Training Performance 
Feedback

Training Peak 
Productivity



Onboarding shortens the gap between 
new hire and peak productivity.

Before an employee is “fully productive” 



The Real Impact of Onboarding

of employees agree their company
does a good job of onboarding.

Improves employee retention

Enhances employee productivity



The Real Impact of Onboarding

New hires with a negative onboarding experience are

Focused on process & paperwork

as likely to look for other opportunities



Orientation ≠ Onboarding

Focused on paperwork Focused on alignment with the club’s culture

Providing a nametag, uniform and club tour

Training that includes WHY the role is critical
to the club’s mission and goalsOne-hour or one-day class

Method for aligning and training new hires to
achieve peak productivity

Conducted by whomever is on schedule or
“top performing” staff

Assigned to designated people with support
from HR and senior leadership (GM!)

Inconsistent between departments and
roles…When there is time

Organized, scheduled, and consistent across
ALL roles and departments



Onboarding Goals

COMMON PURPOSE 

CONNECTION

CLARIFICATION

COMPLIANCE



Common Purpose  Connection  Contribution



Emotions Drive Decisions

R AT I O N A L E M OT I O N A L







• Incorporate your club’s mission and values in the pre-hire process

– Careers page of your website
– Job descriptions used for career postings
– Interview Guide
– Demonstrate service values during in-person interview

• Empower your team to be a part of talent selection

Common Purpose  Connection  Contribution







Connection Contribution



Connection Contribution

Reduces sick days by

Increases job performance by

Decreases turnover risk by

Increases employee NPS by



43%

33%

24%

20%

15%

14%

8%

Organizational Culture

Leadership Behaviors

Personal Relationships

Organizational Purpose

Opportunity for Growth

Nature of the Work

Fairness

What factors most influence your organization’s ability to 
create a sense of belonging?



Connection Contribution

• Communicate culture and values before hire and throughout onboarding

• Visibly celebrate your club’s diversity and sense of belonging

• Manager outreach prior to the first day

• Coffee/Lunch with manager or Department Ambassador on the first day

• Manager check-in at the end of the first day/week

• Consistent demonstration of the values laid out pre-hire





Buddy Programs Boost New Hire Proficiency

Connection Contribution
• Who is given the privilege to train your new hires?

• Have they received training on being an effective trainer?

Ambassador Program



Clarification  Contribution



Clarification  Contribution
New Hire FAQ
 Arrival time and where to report
 Parking / Gate Access
 Point of contact – name, title, phone & email
 Orientation class details 
 Payroll schedule (When will I receive my first paycheck?)
 Uniform and grooming standards
 Locker assignments
 Meals and breaks (clocked-in? clocked-out?)
 Club amenity privileges



Recommended First-Day Agenda:

1. Club general information, history and tour.

2. Re-introduction to club’s mission and values.

3. Introduction to key club leaders – In-person whenever possible!  

4. Performance expectations – Relevant to their job and the mission.

5. Expectation of accountability – Self and Peer.

6. Meet & greet with department ambassador.



New Hire Performance Check-In
45-60 Days Post-Hire

Gives ability to course correct early!

SECTION 1
To be completed by the employee:

Which employees have been most helpful during
your onboarding?

Are you receiving adequate training? If not, what
additional training would be beneficial?

What do you most enjoy about the position? What
do you least enjoy?

Are there things you did at your last job that may be
helpful to our club’s operations?

The club has a referral program? Do you have any
friends that may be a good fit for employment?

SECTION 1I
To be completed by the manager:

Rate the employee’s demonstration of the club’s
mission and core values.

Rate the employee’s interpersonal communication
skills.Are they team oriented and open to feedback?

Rate the employee’s initiative and enthusiasm for the
job. Document any attendance issues.

Rate the employee’s member service. Are they eager
to engage with members and go above and beyond?

Rate the employee’s performance of their job duties.
Are they meeting the standards? Document errors.



New Hire Surveys
30-60 Days Post-Hire

Gives ability to course correct early!

1. How likely are you to recommend this club as a good place to work? (NPS)
2. So far, the experience of working for this club has matched my expectations.
3. My work schedule and the primary duties I am performing match the description 

given during the pre-hire interview process.
4. I have received adequate training to perform my job well.
5. My manager made me feel welcomed and part of the team.
6. I have received performance feedback to know where I am doing well and 

opportunities for improvement.
7. The people in my department made me feel welcomed and part of the team.
8. ….



Re-Orientation
18 – 24 Months Post-Hire

No surprise… 
Employee expectations and goals change from 

Day 1 to Day 550!



A way out with dignity…

“I want you to know, if you ever decide that this job is no longer 

the right fit for you, that’s OK. I hope you will feel comfortable to 

tell me. You won’t be hurting my feelings, the members’ feelings 

or the club’s. You have my word that I will support your decision 

and help with your transition.” 



Mandy  Long
Excellence Innovators, LLC

mandy@excellenceinnovators.com
Ph: 561.512.4227

www.excellenceinnovators.com

Wow… Onboarding is Important! Now What?
• Orientation is only one part of the Onboarding process.

• Set up your new hires for success – Begin onboarding before day one.

• How does your club foster a culture of Belonging for new hires?

• Be selective with and train your trainers. It’s a privilege not a burden.

• Catch issues early with performance check-ins and surveys.

• Reorient your employees every few years.

Share what you learned today!
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