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SIAC Public Meeting Agenda

* SIAC Members & Charter

« 2026 Meeting Schedule
 Ratify April Meeting Minutes
» 2026 Goals

* Public Input
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SIAC 2026 Members

Guy Calkins

Virginia Kendrick — Vice Chair
Bruce Palansky — Administrator
Ted Sherry

Otto Stutz - Chair

John Villa

Board Liaison - Joel Reed

TV POA GM - Claude Thorn

New 2026 members in italics
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SIAC Charter changes: SHAPING

OUR FUTURE

« Advisory committee appointed by POA Board
o Seven volunteer residents (now six - one resignation for personal reasons)
o Workshop sessions twice monthly
o Quarterly public meetings

* Reports directly to the Board

» Key elements of the new Charter:

o Change in focus from 6 - 20 years to near to far term
o Increased near term relevance

o Additionally:

o Assistin annual update and implementation of the Balanced Scorecard

o Survey Property Owners and Employees

o Assistin the development of Balanced Scorecard metrics and initiatives

o Aid other Advisory Committees and Depts in improving processes and efficiency
o Participate on Board directed ad hoc committees, as directed

o Ensure seamless and common strategic focus across all efforts
o Coordinate with the TVPOA and Timeless Tellico Foundation

o Identify and prioritize future property owner focused, improvement throughout Tellico
. SIAC
Village
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2026 SIAC Meeting Schedule j‘

Public Quarterly Meetings OUR FUTURE

SIAC Public meetings are quarterly on the 4%
Thursday of the month. All meetings held at
9:00 a.m. in POA Conference Room.

 QOctober 22, 2026

SIAC
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Ratify SIAC April Meeting Minutes ¥

SHAPING
OUR FUTURE

* Previously approved via email
o Vote to ratify

SIAC
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2026 SIAC Goals %;

-y . . HAPING
« Assist in annual update and implementation of the e
Balanced Scorecard

« Participate on Board directed ad hoc committees, as
directed. Potentially:
o Property Owner Satisfaction Survey - ongoing
o Customer Experience Survey - ongoing
o Process Efficiency Improvements - ongoing

 Coordinate with the TVPOA and Timeless Tellico

o Help develop Foundation funding sources and assist in identifying ‘,
future, property owner focused enhancements throughout Tellico

SIAC
Village - ongoing




#1 2026 PROPERTY OWNER SATISFACTION SURVEY

ACT

100%
95%
90%
85%
80%
75%

70% O O

Apr May

Property Owner SATISFACTION RESULTS

Overall Average Rating

I/ 74.8% vs 7?% Target

Jun Jul Aug Sep Oct Nov Dec

m Actual CS Satisfaction %

CHECK

Present Survey
Actual

Monthly Surveys sent
Actual send

Report PO results

12/31/202530/2026/1/20263/31/2026/30/2026/30/2026/29/2026

Est Ad-Hoc team |
Actual | Project ahead of
PO Survey Completed  IEEGEG— schedule
Actual I

Establish Ad-Hoc Property Owner (PO) Committee

Survey completed

4

OUR prms

The initial plan was 50 mailed surveys/mo. Adjusted to email
1100 unique Property Owners/month to get full community by

December

Report PO results monthly at BOD meetings

BOD gets PO Survey team volunteers

PO Survey team develops POA survey

Monthly surveys received and summarized for
initial report at July BOD meeting

DO

1/1/26

3/1/26

SIAC



2026 Property Owner Satisfaction
Survey (675/4304 Responses, 15.7%)

POA Infrastructure, Maintenance & Operations

No | Cnt Pct Average
Very dissatisfied 1 28| 1%| 0.9/Std Dev
Dissatisfied 2 116] 6% Top 2 Box
Neutral 3 300| 15%]| 71% |Net Favor
Satisfied 4 1046| 52%
Very Satisfied 5 529| 26%

Total: | 2019| 100%

POA Infrastructure, Maintenance & Operations Avg=3.96 (79.1%)

POA Amenities and Activities

Reponse No.

Very Dissatisfied 1

Dissatisfied 2

Neutral 3

Satisfied 4

Very Satisfied 5

NA NA

Net Favorability Pct

Very Strong 60 3.0
30

0

Opposition

Top 2 Box Pct

Good 80 4.0
65

Bad

Average Pct|Pts

Good 85 4.3
75

Bad

No | Cnt Pct Average
Very dissatisfied 1 57| 3%| 1.1/Std Dev
Dissatisfied 2 164 9% Top 2 Box
Neutral 3 329| 19% Net Favor
Satisfied 4 688| 39%
Very Satisfied 5 525| 30%
Total: | 1763| 100%
POA Amenities and Activities Avg=3.83 (76.6%)
POA Fees & Costs
No | Cnt Pct| 3.4|Average
Very dissatisfied 1 146| 5%| 1.1/Std Dev
Dissatisfied 2 418| 16%| 52% |Top 2 Box
Neutral 3 746 28% Net Favor
Satisfied 4 966| 36%
Very Satisfied 5 398| 15%
Total: | 2674| 100%
POA Fees & Costs Avg=3.39 (67.9%)
POA Operations (Depts.)
No | Cnt Pct| 3.7|Average
Very dissatisfied 1 35| 2%| 0.9/Std Dev
Dissatisfied 2 106| 5%| 64% |Top 2 Box
Neutral 3 588| 29% Net Favor
Satisfied 4 931] 46%
Very Satisfied 5 351] 17%

Total: | 2011] 100%

POA Operations (Depts.) Avg=3.72 (74.5%)

SHAPING
OUR FUTURE

Scoring
Average - Average of all ratings
excluding NA
Std Dev - Standard Deviation of
all ratings (Sample Statistic)
Top 2 Box - Sum of the
percentages of Satisfied and
Very Satisfied.
Net Favor - (Satisfied + Very
Satisfied) - (Dissatisfied + Very
Dissatisfied)

SIAC



Customer Experience Survey Results - o
Overview sﬁ?’i

OUR FUTURE

Customer Experience Goal is 85%.

The Customer Experience Survey results for the first 3 months of official reporting are a mix of positive and negative movement.

* Parks & Recreation had seen an improvement in May but are at their lowest to date in June.
Golf continues to see an overall improvement trend.

Restaurants continue to decline month-over-month.

Public Works and POA Offices had an outstanding June with a 100% overall satisfaction rating. Congratulations!!!!

Customer Experience Survey Results
Monthly Trend

Public Works

& POA

Parks & Rec Restaurants Offices

April 89.9% 84.9% 86.3% 97.4%
May 91.4% 4 85.4% 4 84.0% 97.9% 4
June 80.0% | 87.2% 4 77.6% § 100.0%4

SIAC



Parks & Rec - Customer Experience

Customer Experience Survey Results —
Experience Survey Results

Golf - Customer Experience

Survey
April 2026
(38 Surveys)
100.0% 92.1%
"~’% Overall Satisfaction gg 494
20.0%_ ___ o __=81.2%______
81.1%
80.0%
70.0%
Condition Pace Staff

Survey
June 2026
(25 Surveys)
100.0%
90.0% _ Overall 85.6%
Satisfaction 81.6%
80.0% - - - =80.00 ____mem _____.__.____
72.8%
70.0% —
Facility Staff Equipment
Public Works and POA Offices -
Customer Experience Survey
June 2026 (22 Surveys)
100.0%
Overall
. atisfactio
90.0% = 100.0%

80.0%

70.0%
Timeliness Resolution Staff

Restaurants - Customer Experience

Survey
June 2026
(59 Surveys)
100.0%
0,
90.0% ., Overall Satisfaction
82.0% .
80.0% 78.0% =77.6%
72.9%
70.0%
Quality Staff Value

SHAPING
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Customer Experience Survey Results —
Driving Continuous Improvement

Continuous Improvement consists of 3 types of actions to customer feedback.

* Stop — what is driving dissatisfaction that need to be stopped?

* Start — what is not being done that should be to meet/exceed customer expectations?

* Continue — what is being done well that needs to continue while making other necessary changes?

Customer feedback is critical for POA leadership to be able to identify the changes necessary to meet expectations.
As the chart below illustrates, the number of surveys being completed by customers is declining month-over-month.

Monthly Total

(532 Surveys Received in Total)
@ 250
] 210
5o 200 178
5 § 150 144
g2 100
§ 50
2

0

April May June

SHAPING
OUR FUTURE

Leadership is asking that you please take a moment to complete a survey when you use an amenity or interact with employees. They

want to know what is working as expected and what could use improvement. Only we the residents can give them that information.

SIAC



2026 PROCESS EFFICIENCY &

IMPROVEMENTS

ACT

Next Steps

1. Confirm projected benefits vs budget
2. Update Savings graph (below) with actuals as available

CHECK
Annual Cl Savings
($312.2K)
$350,000.00 Telephone & Internet Services:
$60,00%14’200 Charter / Spectrum

$300,000.00
$250,000.00 $178,000
$200,000.00
$150,000.00
$100,000.00
$50,000.00

$0.00

Credit Card Reduction: Golf

Employee Health Insurance Plan

$60,000

Collections Efficiency

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

SHAPING
OUR FYITNRQE
Establish Ad-Hoc Continuous Improvement (Cl) team to partner wifhpl'm
POA to map out the current processes looking for lean efficiency
improvements
Determine minimum of 3 processes for (Cl) process efficiency studies to
achieve $150,000 in annualized net savings
Develop schedule for conducting lean Cl process efficiency
improvements for 2026
Cl team select lean best process / quality circle for performing efficiency
study
Conduct lean Cl efficiency process per schedule
Test new lean process improvements and test for quality, cost and cycle
time improvements
Check results, adjust as necessary, and document new lean best
practices
Track actual cost improvement savings and report monthly

DO
GM & BOD establish volunteer Cl team plus
minimum 3 processes for study 1/16/26
Cl team develops Cl schedule, lean process and
presents at April BOD meeting Cl team updates 4/15/26
PDCA deck monthly the 2" Friday of every month
showing project progress plus results 6/12/26
Analyzing Tree Removal Data 6/30/26

Ongoing data collection on brush pickup Congihuing

Develop and propose vehicle efficiency study methodology 26
to POA leaders '

SIAC



2026 CONTINOUS IMPROVEMENT @1%
INITIATIVES g

SHAPING
OUR FUTURE
TVPOA Leadership has taken ownership of most of the projects that had been identified in partnership with the ad hoc committee.
The Continuous Improvement Ad Hoc Committee will focus efforts on the Fleet Efficiency opportunities shown in green below.

DEFINE

MEASURE IMPROVE CONTROL
Define the : o
Quantify the Implement and Maintain the
problem : . .
problem Verify solution solution
Credit Card Rate Contract Labor: Contract Labor: Collections Employee Health Insurance
Reduction: Docks Common Grounds Tree Removal Efficiency Plan
Gas Services (Beth Kuberka, (Judy Bedford and Finance
Jessica Johnson) Team,
Russell Bearden and Human
Resources Team)
Electricity Fleet Efficiency: Staffing: Open Credit Card Rate
Charges: Other Leaf/Brush Pick- Positions Reduction: Golf
' up (Kevin Alfont, Jessica
Johnson)
Small Fleet Efficiency: Electricity Telephone &
Tools/Equipment High Mileage Charges: Internet Services:
Vehicles Streetlights Charter / Spectrum
_____[KevinAlfont)
I itiotive transferred to POA Leadership. I itia tive remains with Ad Hoc Committee. I nitiative has been closed.

SAIC



#11 2026 Employee Engagement and
Satisfaction Survey

&

SHAPING

OUR FHTMRE
ACT PIAR
EMPLOYEE SATISFACTION
RESULTS
100%
90%
80%
70%
60% q
50% —_— ===
m Actual ES Survey % Action Repo
CHECK Complete Do
12/1/25 1/20/26 3/11/26 4/30/26 6/19/26% X
Crente £5 toam ——— v/ Establish ES team headed by HR 1/31/26
Actual I
Complete Survey ]
Actual I
Presen t to BOD |
Actual I
Conduct survey I —
Actual —
Assimilate data/prep brief |
Actual
Brief BoD/GM/Dept Heads L |
Actual l
Feedback to employees
Actual
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#11 2026 Employee Engagement and
Satisfaction Survey

Benchmarks

* Overall Employee Satisfaction around 75% favorable
* Varies slightly by Department

* ~¥17% of Customer Interactions are negative
* Most customers are “awesome”
* Small percentage of customers account for the majority of negative
interactions - estimated to be ~ 5%
* Recommended a process for employees to report negative interactions to
leadership for action

Way Ahead

* Re-survey employees via email/text around the end of 2026 /
beginning of 2027 to gauge change.

16 SIAC Public Meeting 04232026
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Public Input
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