General Manager Performance Evaluation Form 
How to Complete the Questionnaire 
This questionnaire is designed to help you, your board colleagues and the general manager assess the general manager’s performance. It should take 30 to 60 minutes to complete. To encourage candor, the questionnaire does not ask for your name. Your confidential responses, along with the responses of your colleagues, will be summarized and shared with the general manager at a meeting with a small committee of the board. Because the responses of the general manager will be evaluated separately from those of the entire board, those results will not remain anonymous.

Each section begins with a brief description of an important area of responsibility. Please read it and then answer the questions that follow. The questions measure your level of satisfaction with how well the general manager is carrying out various aspects of each responsibility. Check the number representing the degree to which you are satisfied or not satisfied with the general manager’s performance in each responsibility mentioned. The answer you mark can range on a scale of 1 to 4, with 1 representing “Very Dissatisfied” and 4 representing “Very Satisfied.”

You also have the option of answering “NS” (Not Sure) if you are not certain about a specific answer. If you think a particular question does not apply to your club, please mark “NA” (Not Applicable).

At the end of each section and at the conclusion of the assessment are a number of open-ended questions. Please take the time to answer these questions, since your responses will be especially helpful when the board and general manager look for ways to strengthen the executive’s performance and that of the club as a whole. Please use an additional sheet for comments, if necessary.

After the board and the general manager have completed the assessments, a meeting will be scheduled to review the results of this assessment. During this meeting, the assessment results will be used to identify areas for personal growth and draft action plans for the general manager’s professional development. This meeting will also be a good opportunity to discuss ways in which the board can better support or complement the general manager’s work and to discuss mutual hopes for the future of the club.

Section I. Annual Goals 
Directions: A copy of the CLUB’s Strategic Plan is attached to the questionnaire. Please use this information in completing this section of the assessment instrument. Please rate your level of satisfaction with the general manager’s progress in pursuing or achieving each goal area. If you are not satisfied that the general manager has made sufficient progress in any specific goal area, please explain your response below.

	Very Dissatisfied=1; Dissatisfied=2; Satisfied=3; Very Satisfied=4; Not Sure=NS; Not Applicable=NA

	1   2    3    4
	NS

NA

	How satisfied are you with the general manager’s:

	1-1
	Goal 1
	

	1-2
	Goal 2
	

	1-3
	Goal 3
	

	1-4
	Goal 4
	

	Comment on specific goal areas:




Section II. Vision Mission Strategies 
The general manager’s role has both strategic and operational components. Working with the board, the general manager must develop a shared vision for the future of the club, build understanding around the current mission, and develop appropriate goals and strategies to advance that mission. 
	Very Dissatisfied=1; Dissatisfied=2; Satisfied=3; Very Satisfied=4; Not Sure=NS; Not Applicable=NA

	1   2    3    4
	NS

NA

	How satisfied are you that the general manager:

	2-1
	Has worked with the board to develop a clear vision for the club and understands his or her own leadership role?
	


	2-2
	Has worked with the board to translate the club’s mission into realistic goals and objectives?
	


	2-3
	Has worked with the board and staff to create an effective process for long-range or strategic planning for the club?
	


	2-4
	Has a sense of what must change and what must remain the same in order to accomplish the club’s mission and realize its vision?
	

	What are the major strengths of the general manager in this area?


	How can the general manager do better in this area? 


Section III. Accomplishment of Management Objectives
Working with the board, the general manager establishes operational objectives that support the strategic plan. The general manager is responsible for leading the staff in the implementation of the strategic plan and any annual plans.
	Very Dissatisfied=1; Dissatisfied=2; Satisfied=3; Very Satisfied=4; Not Sure=NS; Not Applicable=NA

	1   2    3    4
	NS

NA

	How satisfied are you that the general manager:

	3-1
	Selects and cultivates qualified senior staff, models effective behaviors and skills, and builds morale among staff and volunteers?
	

	3-2
	Ensures that there are appropriate systems in place to facilitate the day-to-day operations of the club in the areas of:
	


	
	a. Development and delivery of items?
	

	
	b. Member development?
	

	
	c. Facilities management?
	

	
	d. Administration and operations?


	

	
	e. Strong sense of service culture?
	

	What are the major strengths of the general manager in this area?



	How can the general manager do better in this area?


Section IV. Program Management
A private club carries out its mission by offering specific member programs and services. The general manager leads the staff in managing and administering these programs and services. This requires a thorough knowledge of the club’s mission area as well as an understanding of technical, operational, and ethical issues.
	Very Dissatisfied=1; Dissatisfied=2; Satisfied=3; Very Satisfied=4; Not Sure=NS; Not Applicable=NA
	1   2    3    4
	NS

NA

	How satisfied are you that the general manager:

	4-1
	Demonstrates substantive knowledge regarding the club’s programs and services?
	

	4-2
	Works with the board to develop appropriate policies to ensure the efficiency and effectiveness of programs?
	

	4-3
	Has worked with the board and staff to create an effective process for long-range or strategic planning for the club?
	

	4-4
	Has a sense of what must change and what must remain the same in order to accomplish the club’s mission and realize its vision?
	

	4-5
	Ensures a great experience for club members?
	

	What are the major strengths of the general manager in this area?

	How can the general manager do better in this area? 


Section V. Fiscal Management
Ensuring that income is managed wisely is especially important for a nonprofit club operating in the public trust. It is the role of the general manager to see that solid planning and budgeting systems are in place and that the club’s goals and strategic plan serve as the basis for sound financial planning. In addition, it is the general manager’s responsibility to ensure that qualified staff are hired to accurately monitor, assess and manage the financial health of the nonprofit.
	Very Dissatisfied=1; Dissatisfied=2; Satisfied=3; Very Satisfied=4; Not Sure=NS; Not Applicable=NA

	1   2    3    4
	NS

NA

	How satisfied are you that the general manager:

	5-1
	Is knowledgeable regarding financial planning, budgeting and management of the club’s operations and understands the club’s overall financial picture?
	

	5-2
	Has established a system linking strategic and operational planning with the club’s budgeting process?
	

	5-3
	Presents financial reports to the board on a regular basis and submits an annual budget for board review, revision and approval?
	

	5-4
	Ensures that a clear and accurate accounting system is maintained, allowing the board to monitor the club’s finances and operations in relation to the approved budget and to make informed financial decisions?
	

	5-5
	Anticipates future needs of the club facilities, including required capital expenditures?
	

	What are the major strengths of the general manager in this area?

	How can the general manager do better in this area? 


Section VI. Operations Management
The general manager is responsible for day-to-day management. The general manager works with staff to develop, maintain and use the systems and resources that facilitate the effective operation of the club.

	Very Dissatisfied=1; Dissatisfied=2; Satisfied=3; Very Satisfied=4; Not Sure=NS; Not Applicable=NA

	1   2    3    4
	NS

NA

	How satisfied are you that the general manager:

	6-1
	Is knowledgeable about effective club operations? 
	

	6-2
	Has ensured that the club has in place:
	

	
	a. Sound risk management policies, including adequate insurance coverage? 
	

	
	b. Appropriate personnel policies and systems for staffing?
	

	
	c. Plans for the appropriate use of technology and technological systems?


	

	6-3
	Ensures compliance with all legal and regulatory requirements? 
	

	What are the major strengths of the general manager in this area?

	How can the general manager do better in this area? 


Section VII. The General Manager/Board Partnership
The general manager and the board must work together as partners. Each arm of leadership draws upon its own unique strengths and abilities. The general manager and the board have joint responsibility for developing and maintaining a strong working relationship and a system for sharing information. The board is responsible for creating a written job description and goals for the general manager that are clear and agreed to by all parties.

	Very Dissatisfied=1; Dissatisfied=2; Satisfied=3; Very Satisfied=4; Not Sure=NS; Not Applicable=NA

	1   2    3    4
	NS

NA

	How satisfied are you that the general manager:

	7-1
	Is clear about the differences between his or her role and that of the board? 
	

	7-2
	Is an effective partner with the board in leading the club?
	

	7-3
	Has been delegated the authority necessary to manage thee club effectively? 
	

	7-4
	Raises issues and questions and provides adequate information to inform board discussions? 
	

	7-5
	Receives an annual review in a timely and thoughtful way that articulates specific strengths and areas for improvement? 
	

	What are the major strengths of the general manager in this area?



	How can the general manager do better in this area? 


Section VIII. Operations Performance

Because many club issues require a partnership of board and staff to be addressed effectively, it is important that the board, general manager and staff members assigned to assist the board in carrying out its work have a good and strong working relationship.
	Very Dissatisfied=1; Dissatisfied=2; Satisfied=3; Very Satisfied=4; Not Sure=NS; Not Applicable=NA

	1   2    3    4
	NS

NA

	Member Services
	Food & Beverage
	

	
	Golf
	

	
	Racquet Sports
	

	
	Water Sports
	

	
	Fitness
	

	
	Rooms
	

	Facilities
	Overall Property
	

	
	Club House
	

	
	Common Grounds
	

	
	Golf Courses
	

	
	Racquet Courts
	

	
	Water Sports
	

	
	Fitness
	

	Financial
	Daily Operations
	

	
	CAP Expenditures
	

	
	Balance Sheet
	

	Membership
	Growth
	

	
	Satisfaction
	

	Operations
	
	

	Personnel Mgt
	
	

	Legal Compliance
	
	

	Application of Skills/ Knowledge
	Communications
	

	
	Job/Industry Knowledge
	

	
	Planning
	

	
	Leadership
	

	
	Problem Solving
	

	
	Change Management
	

	Personal Traits / Behavior
	Attitude

 
	

	
	Dealing with Issues
	

	
	Work Habits 
	

	
	Personal Values 
	

	
	Style / Personality
	

	
	Appearance
	


	What are the three major strengths of the general manager?

	What are some limitations in the general manager’s performance?

	What have been the most significant achievements of the general manager over the past year?

	What external factors have influenced the general manager’s performance?

	In the past year, what difficult issues have faced the club, and how did the general manager bring them to resolution?

	Have any legal or ethical issues arisen with regard to the operations of the club? How were these brought to successful resolution? 

	What are areas in which the board could provide better support to the general manager? 

	What should be the club goals for the general manager for the coming year? 

	What should be the personal development goals for the general manager for the coming year? 

	Additional comments: 


Open-Ended Questions
Sources: Assessment of the Chief Executive by Jane Pierson and Joshua Mintz  © BoardSource; CMAA GM Review Form; James K. Muldowney, CCM, Club Resources
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