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#109 The Club’s Mental Environment 

© 2011 ς Club Resources International 

Food Service  
Management on the Go 

Every space has a mental environment made up of the attitudes, moods, activities, and pace of the 
people occupying that place. Compare the mental environment of a happy well-adjusted home and one 
that is in the midst of marital strife.  Even the same place can have a different feel at different times.  
Consider the camaraderie in a busy bar on Friday night versus the same bar that morning when it has 
one patron.  The natural environment is not only a reflection of current occupants and activity, but it 
ŀƭǎƻ ŀŦŦŜŎǘǎ ŜǾŜǊȅƻƴŜ ǿƘƻ ŜƴǘŜǊǎΦ  ²ŀƭƪ ƛƴǘƻ ǘƘŀǘ ǎŀƳŜ ōŀǊ ƻƴ CǊƛŘŀȅ ƴƛƎƘǘ ŀƴŘ ȅƻǳΩƭƭ ǎƻƻƴ Ƨƻƛƴ ƛƴ ǿƛǘƘ 
the good time.  

In some dining establishments the ǇǊŜǾŀƛƭƛƴƎ ƳŜƴǘŀƭ ŜƴǾƛǊƻƴƳŜƴǘ ƛǎ ƻƴŜ ƻŦ άƎǊŀō-ŀǎǎέ ŀƴŘ ŀ ŎƻƳǇŜƭƭƛƴƎ 
ǎŜƴǎŜ ǘƘŀǘ ǘƘŜ ǊŜǎǘŀǳǊŀƴǘ ƛǎ ǘƘŜǊŜ ŦƻǊ ǘƘŜ ŀƳǳǎŜƳŜƴǘ ŀƴŘ ǇƭŜŀǎǳǊŜ ƻŦ ǘƘŜ ŜƳǇƭƻȅŜŜǎΦ  /ŜǊǘŀƛƴƭȅ ƛǘΩǎ ƴƻǘ ŀ 
mental environment of service and caring for the customer; and certainly not appropriate for a private 
club. 

What is the mental environment of your club?  Is it one of service?  Is there a sense among all employees 
of dedication to helping and assisting not only members and guests, but also each other?  If not, what 
ŀǊŜ ǘƘŜ ŦŀŎǘƻǊǎ ǘƘŀǘ ŎƻƴǘǊƛōǳǘŜ ǘƻ ȅƻǳǊ ŎƭǳōΩǎ ƳŜƴǘŀƭ ŜƴǾƛǊƻƴƳŜƴǘΚ 

ü Values ς all employees must understand the importance of your organizational values and service 
ethic and demonstrate it in all they do. 

ü Attitude and Mood ς it is up to managers to insist upon basic requirements of positive attitude and 
good mood.  Say to everyone, ά.Ŝ ƻŦ ƎƻƻŘ ŎƘŜŜǊΣ ƻǊ ŘƻƴΩǘ ōŜ ƘŜǊŜΦέ  9ƳǇƭƻȅŜŜǎ ǎƘƻǳƭŘ ǊŜƛƴŦƻǊŎŜ ǘƘƛǎ 
ƎƻƻŘ ŎƘŜŜǊ ŀƳƻƴƎ ǘƘŜƳǎŜƭǾŜǎΦ  bƻ ƻƴŜ ƴŜŜŘǎ ƻǊ ǎƘƻǳƭŘ ōŜ ǎǳōƧŜŎǘŜŘ ǘƻ ǎƻƳŜƻƴŜ ŜƭǎŜΩǎ ōŀŘ ƳƻƻŘ ƻǊ 
sour attitude. 

ü Standards of Decorum and Demeanor ς as a fundamental requirement everyone must understand 
club etiquette and appropriate behavior.  Working quietly, efficiently, and with purpose sends a 
powerful message to all who witness it. 

ü Organization and Efficiency ς a sense of order and efficiency says a lot about your operation.  
Everyone needs to know what to do and when and how to do it. 

ü Controlled Pace ς while hustle is an important quality in any operation, having a well-organized and 
efficient operation results in fewer chaotic moments with people rushing wildly about ς which 
ŘƻŜǎƴΩǘ ƛƴǎǇƛǊŜ ŎƻƴŦƛŘŜƴŎŜ ƛƴ ŀƴȅƻƴŜΦ 

ü Helpfulness and Good Cheer ς your service teams create this by their absolute dedication to 
members and each other, but it must be directed and reinforced. 

Your club and all aspects of its operation are a reflection of everyone who works there.  Make sure your 
ŎƭǳōΩǎ ƳŜƴǘŀƭ ŜƴǾƛǊƻƴƳŜƴǘ ƛǎ ŀǇǇǊƻǇǊƛŀǘŜ ǘƻ ȅƻǳǊ ƳŜƳōŜǊǎƘƛǇ ŀƴŘ ȅƻǳΩƭƭ see the results in member 
satisfaction and your bottom line. 
 
Discussion Points:  Every inhabited physical space has a mental environment based on 
people and their activities.  Examine your workspace and discuss its mental environment.  
How do the actions of employees reinforce or take away from the environment desired by 
club members? 

Take Away:  Club employees need to be aware that their actions and demeanor contribute 
to the correct environment for club members and guests.  


