
 
 

Member Listening Session: April 16, 2019 

This week, the leadership of the Greater Midland Tennis Center held a member listening session in an 

effort to understand the growing frustration and concerns about the operations and member 

experience of the GMTC.  Almost 150 members and staff attended the meeting led by the Tennis 

Center Operating Board and the Greater Midland Board of Trustees.  Kristen McDonald, 

President/CEO of Greater Midland, facilitated the meeting. 

Below is a synthesis of the concerns and suggestions raised by members: 

Recent termination of a popular tennis pro 

o Members asked to have Mike Rose back and indicated their belief he was 

treated unfairly.  Multiple voices requested his reinstatement.  Leadership was 

very clear that he would not be coming back on staff.  

o Leadership declined to provide detail related to his termination for 

privacy/confidentiality reasons.  They also indicated that all policies and 

procedures of the organization were followed in this matter.   

o Members also indicated they were disappointed with the manner in which this 

was communicated as well as the tone of the resignation of the Executive 

Director. 

Talent Retention 

o Concern was raised about the high turnover of the tennis professionals and 

the disruption it causes in member relationships and programming.  It is 

particularly disruptive for junior players.    

o Pro turnover is a problem throughout the industry.  However, discussion was 

had related to the impact of the GMTC reputation and how we can use the 

facility as a draw.  There is a need to improve the operations and culture of 

the center in order to retain pros.   

o Members listed several qualities they wanted to see in the pro staff including 

 Greeting new members and getting to know them 

 Developing relationships 

 Creating connections to other members 

o Leaders should reach out to the former pros to find out more about why they 

left and ensure patterns are not repeated 

Boards & Leadership 

o Members raised questions about the organizational structure and roles of the 

Boards.  They would like more transparency on the decision-making process 

and board appointments.  

o Improve the process for feedback/concerns getting to a place of action.  

Additionally provide a greater accountability to the members. 



 
 

o Consider committees that allow members an opportunity to be a part of the 

conversation and ask Board members to participate and/or lead.  

Operations/Membership 

o We need to fix the point of sale system immediately.  Members have lost trust 

that their financial transactions are accurate and protected.  

o Have more transparency in operations, with contingency plans in place when 

things go wrong. 

o Members are concerned that the systems are too casual and not run with a 

business-minded sense of excellence.   

o Improve program offerings and make them affordable 

o Consider using volunteers for forward facing duties like front desk, etc. 

o Expand leagues to allow for play at all levels 

o Increase the value-add of membership and make it meaningful to join 

o Evaluate the pricing structure of programs and membership 

Search for a New Executive Director 

o New leadership has to have the experience to build a new direction.  This is 

not only a job but a lifestyle. Search for someone who has a heart for the 

members and prioritizes relationships. 

o Conduct a root-cause analysis of what led to the leadership transitions in the 

last two weeks. 

o Involve the members in the search process and be transparent about the 

timetable, criteria, etc. 

Communication 

o There is a lack of communication about critical matters, leaving members 

wondering about key issues including facilities, events, programs, etc. 

o Many members have provided feedback and/or expressed concerns with not 

follow-up 

o Members requested another session within the next month to receive an 

update on suggestions made and the action taken 

Junior Competitive Program 

o There is a small window for junior competitors to play in high school and go on 

to college.  The High Competitive program has completely disappeared and 

pros left no one was reaching out to the kids.  We need to move on this 

immediately.  

o Conduct a listening session with junior players. 


