MARINA NAME CUSTOMERS
Section 1
To understand the importance of Marina Name, it is necessary to understand who our customers are.  We have five basic type of customers explained below), each with difference service needs and expectation.  Each customer is important to us, and all Employees must understand whey and how to give them the best service.  Customers come to our marina to go boating.  Help them enjoy each boating day.  That’s your job.

A. Permanent & Seasonal Customers
Permanent and seasonal customers are the backbone of our Marina operations.  They are boat owners who rent space to keep their boat in our Marina (or in the case of condominium marinas, permanent renters and/or owners).

Who is a permanent/season renter?  It is boat owner who signs a Marina rental agreement promising to pay in advance a predetermined rent for the right to use a particular slip for a fixed period to time – (a calendar year, month-by-month, the six month boating season, or over the winter).

Where do most of our regular customers come from?  (Insert a percent breakdown of states/cities/regions where boaters come form.)

What kind of people make up owners and renters at our Marina?

Because our rental rates at our facility is generally among the highest in the area, our customers are discerning people looking for more than just a cheap place to park their boat.  Our customers come in search of a full service Marina with modern, clean facilities and top quality service.  After finding a good safe place for their boat in our Marina, the most important service we provide is a good clean, dry, frequently maintained restroom.
Customer may be school teachers, doctors, military personnel, sales professionals, etc.  Because they are generally accompanied by family and friends, and because they are on vacation or here for recreation, they don’t want any hassles or worries.

Of high importance to our customers is having friendly and helpful Marina staff.  Customers want to spend time on their boats, to feed good about being here, and to know that our professional staff can help solve most common boat problems.
Customers just want to enjoy themselves, in pleasant surrounding.  It is our job to make sure that happens.

Also important to MARINA NAME are the guests of our regular customers.  These people should be also given the same courtesies and care.  Some day they will return with their boats to rent slips, buy services, or to visit over night as transients.  Treat them well.

NOTE:  Include here some descriptive statistics about this marina’s customers.  For example, where do they come from, types of boats, range of professions, etc.

B.  Transient Customers
Transient boaters are people traveling by boat who visit for a day, a night, a weekend – or even as long as a month.  Generally they visit our Marina because of the location, the amenities, the cleanliness – and because thy know they are welcome.  Among the services which they need are very clean restrooms, fuel, live aboard supplies, newspapers, telephones, information about local restaurants and sights to see.  All employees are expected to be both friendly and helpful to our Marina visitors.  We want them to stay longer and return again and again.
While the revenue we make from transient dockage a sales of fuel and groceries, etc. to transients does not represent a large proportion of the total, they are every valuable customers in two respects:

a. they often return as permanent renters or even as owners, or

b. they return as transients, bring their friends, and spread the good word among other boaters, who in turn may consider making the move to our Marina.

C.  Fuel & Pumpout Customers
MARINA NAME offers fuel and pumpout at reasonable prices and hours.  This pricing strategy, together with the friendly efficient service on our fuel docks, has brought us customers who would not normally have come to our facility:  charter boat operators, homeowner from private piers, tenants form near by yacht clubs and marinas, commercial fishermen, workboat operators, delivery captains aboard boats for other waters, etc.

Fuel dock customers also use our restrooms and ships store.  They expect to be treated with courtesy and to visit clean and neat facilities, especially the restrooms.

Again, MARINA NAME benefits in three ways:

a. we sell fuel which at our volumes is a profitable business,

b. boat holding tanks are pumped out, rather than being dumped overboard,
c. these customers sometimes return as renters, as transients, or at least tell others about

us.

D.  Ship’s Store Customers
Generally, the customers who support the store are the resident slip occupants and transients.  Increasingly, we are finding that ship’s stores are attracting outside customers, some of whom come by boat, most of whom arrive by car or on foot.  They are tourists, local residents, browsers, and boaters from adjacent marinas, yacht clubs and private docks.

Again, it is the impression left with these people that brings them back to us, the quality of the service, the friendliness of store staff, and cleanliness and freshness of the deli, etc.

E.  Service Yard Customers
The revenues form boat service work helps boost income of the MARINA NAME, and is a very important service to boat owners needing repairs.  Any boat which comes in for service job just be repaired quickly, thoroughly, correctly, and returned clean.  Any repair not done well will result in unhappy customers and financial loss to the marina when the job is redone until it is right.

F.  Boat Owner’s Guests

Treat all guest of any boat kept in or visiting MARINA NAME just the same as if they were a regular customer.  Be friendly, helpful, courteous.  On day they may return with their own boat and be a new customer.  Be sure that you do everything possible to help them have a good boating day.
