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SESSION 2: MARK BADO ON ALIGNMENT 
Different Clubs, Different Needs
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Transformational Brand Strategy 
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Founded by ad agency veterans, our team has deep experience 
across some of the best brands in the world.
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Mark A. Bado, MCM, CCE  
Club Management Association of America Fellow 

Mark began his career at Deloitte and is currently the General Manager at 
Mizner Country Club. Across his career, he has managed seven clubs, won 
multiple awards in club leadership, and was the Chairman of CMAA in 2020.

MB
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Today's Focus: 
MEMBERS JUDGE MOMENTS (5MIN) 

COMPLEXITY BEHIND THE SCENES (5MIN) 
MARK: DIFFERENT VALUES = DIFFERENT ALIGNMENT (10MIN) 
SYSTEM & STANDARDS: ONBOARDING & EXPERIENCE (15MIN) 

TOOLS (5MIN) 
QUESTIONS (10MIN) 
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Great Brand Experiences are Rooted in Identity and Delivered Consistently but Supported Invisibly
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Members think clubs are just another hospitality experience, 
but they understand that the Ritz wouldn’t let them choose the 

carpet color. Why do they at their own club?
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This is a member
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SALAD

who orders a salad  
with blueberries
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SALADThe salad is good.
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SALADThe member is happy.
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SALAD
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SALAD
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The salad has  
strawberries
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The member is not happy.
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You can get it right six times. 
The seventh is what they remember.
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BOARDS 
ROTATE

COMMITTEES 
INFLUENCE

STAFF TURNS 
OVER

“AT MY 
OTHER 
CLUB…”

A JOB OF MANAGING MOVING PARTS AT SCALE

MAJOR 
CAPITAL 
PROJECT

NEIGHBORS + 
PICKLEBALL NOISE
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So, Mark, remind me again, why did you pick this career?
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To avoid being hostage to one board term, you need alignment on core values

Once aligned, the goal is consistency across board terms

Consistency only holds with strong standards

Standards are the scaffolding that support core values

Leadership volatility is real: One president away…
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When Core Values Differ → Alignment Looks Different

Residential club   → 
Traditional club   → 

Family club   → 
Golf-first club   →

alignment between club + community (HOA, real estate) 
alignment across generations and expectations 
alignment on programming & where to invest 
alignment around course access and priorities

MB
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Operating realities differ → 
Scaffolding looks different
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BRAND OPERATING SYSTEM IS DESIGNED TO MANAGE COMPLEXITY
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Alignment  
around Mission, Vision 
and Core Values is the 

critical first step
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Second Law of Thermodynamics: Order to Disorder



highln.com/bosHIGHLINE PARTNERS

Standards 
provide structure  

to Alignment

CRITICAL WHEN 
BUDGETS ARE TIGHT
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• Welcoming them with hospitality on arrival 
• Educating them at Mizner University 
• Equipping them with practical tools they need

33

STANDARDS: ONBOARDING & TRAINING 

MB

Staff is the most personal delivery of your club’s brand.  
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As humans, we can tell the difference 
between those who HAVEN’T invested…
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And those who have.
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Brand Standards Govern 
the Entire Experience

Design Guidelines 
are Important, but Limited



highln.com/bosHIGHLINE PARTNERS 38

Brand Standards Govern 
the Entire Experience

Design Guidelines 
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DESIGN GUIDELINES HELP YOU LOOK GREAT
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BRAND STANDARDS HELP EXPRESS YOUR CORE VALUES AT EVERY TOUCHPOINT
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                                                                                               INCLUDING                        BLUEBERRY SALADS.
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Without Standards With Brand Standards

How you look Everything we produce looks different Design Standards: You always look great.

How people feel Every message has a different tone Communication Standards: Every message is tight.

How service is 
delivered Every server is making up their own script Service Standards: Every interaction rocks.

How decisions get 
made Decisions depend on who is in the room Governance Standards: Every decision is trusted.

How staff onboard New hires guess what “good” looks like Onboarding Standards: Everyone is on the same team.

How teams operate Each department works in its own way Operational Standards: Every experience delivers. 

Member experience 
over time The experience varies day to day No other place measures up to your Club 
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How you look Everything we produce looks different Design Standards: You always look great.

How people feel Every message has a different tone Communication Standards: Every message is tight.

How service is 
delivered Every server is making up their own script Service Standards: Every interaction rocks.

How decisions get 
made Decisions depend on who is in the room Governance Standards: Every decision is trusted.

How staff onboard New hires guess what “good” looks like Onboarding Standards: Everyone is on the same team.

How teams operate Each department works in its own way Operational Standards: Every experience delivers. 

Member experience 
over time The experience varies day to day No other place measures up to your Club 

Where to Start 

What to Look For 

A Practical Step 

Where does alignment break down? 
What issues repeat? 
Where are decisions inconsistent? 

Unclear expectations 
Inconsistent execution 
Gaps in presentation 

Use this framework to self-assess 
Learn from peer clubs 
Start with one area and build 

We can help with a brand audit.
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National Club Association Conference 
Ocean Reef Club 
April 19 - 22 

Brett Posten 
bp@highln.com 
(805) 452-3780

Thanks for joining us. 

MORE INFO: 
highln.com/bos

Mark Bado 
mbado@miznercc.org 
(561) 288-3311

mailto:bp@highln.com
http://highln.com/bos
mailto:mbado@miznercc.org

