
Agenda



Minutes
May 20th 



Opening Remarks



Open Forum



Open Forum Guidelines
ÅEach Member normally may speak for a maximum of three minutes. There 

is no yielding of time to others 

ÅRepetitive statements shall be discouraged to save time. A show of hands 
may be called for as an indication of support by others present. 

ÅNo personal attacks will be permitted. 

ÅQuestions are encouraged and should be answered by the Directors 
or Management when possible. Failing an immediate answer, the answer 
shall be reported at the next Board meeting. 

ÅStatements by Members containing errors of fact should be corrected in a 
non-confrontational manner. 

ÅStatements of opinion should not be challenged by the Directors or 
Management, thereby avoiding open debate. 



Board Motions
 Discussion



Board Motions
Vote

















Golf Cart Acquisition















Comparisons

Å Club Car lease = $152.55/cart/month
Å Club Car will leave us with the (3) 2022 gas Hauler units for maintenance.
Å Club Car will leave us with the 2022 Kahite range picker.

Å EZ-GO lease = $151.20/cart/month
Å EZ-GO will give us (3) 2025 lithium Hauler units for maintenance. We would OWN these after the lease.
Å EZ-GO will give us a 2025 Kahite range picker (lithium).
Å EZ-GO includes Golf Logix for members.

Å Both have similarities at virtually the same pricing.
 



Å The GAC recommended moving 
forward with the EZ-GO cart fleet

Å The FAC reviewed leasing and 
purchase options and 
recommend the leasing option 
through EZ-GO at 
$151.20/cart/month



2026 Tellico Village POA BSC & Business Plan 



STRATEGIC OJBECTIVES MEASURES TARGETS INITIATIVES

CUSTOMER

Establish periodic general customer 

satisfaction surveys

By April ó26 establish and implement 

monthly Property Owner (PO) 
satisfaction survey. Report results 

monthly establishing baseline. 

#1 PO PDCA

Customer service/experience follow-up 

survey (excluding HelpSpot)

85% Satisfied/Very Satisfied 

Methodology is Key Benchmark in ó26

#2 Customer Experience 

Satisfaction PDCA

HelpSpot Satisfaction 85% Satisfied or Very Satisfied #3 HelpSpot PDCA

FINANCIAL

Achieve expenses per budget $29,146,224 #4 Expense PDCA

Meet revenue targets including manage 

subsidies by increasing non-
assessment revenue

$35,387,822 #5 Revenue & Subsidy PDCA

Monitor TV Financial Health $8,977,107 #6 Reserve Contribution

INTERNAL 

PROCESS

Identify Process Efficiency 

Improvements

Complete 3 efficiency studies identifying 

$50K savings each*
#7 Efficiency PDCA

Establish Preventative Maintenance 

(PM) program 

By May ó26 establish PM programs for 

assets >$50K & remaining life <30 
years

#8 PM PDCA

Innovate discretionary revenue 

enhancing programs

New programs generate $250K net new 

revenue growth*
$9 Innovation PDCA

Safety / Incident rate (OSHA cases)    
LTIR (Lost Time Incident Rate)

0.9
#10 Safety PDCA

LEARNING & 

GROWTH

Establish annual employee satisfaction 

survey

Establish and implement annual 

employee satisfaction survey. Report 
results while establishing employee 
baseline for the % of employees that 

would recommend TV for employment

#11 Employee Satisfaction PDCA

Implement customer focused training
100% of employees trained online by 

year end
#12 Customer Focused PDCA

Employee retention
Voluntary separation:  Food Service 

<40%
#13 Employee Retention PDCA

Establish performance reviews linked 

to Balanced Scorecard goals

100% of employees will have goals with 

some linkage to Strategic Objectives
#14 Align Reviews PDCA

VALUES People                     Service                     Communication                     Fiscal Responsibility               Aesthetics & Environment

Optimize 

Discretionary 

Revenue

Control Costs

Achieve High 

Property Owner 

Satisfaction

Put Customers 

First

Improve 

Operational 

Efficiency

Maintain High 

Quality, Reliable 

Infrastructure

Innovate 

Amenities & 

Customer 

Services

Increase 

Employee Skills 

& Empowerment

Improve 

Employee 

Satisfaction & 

Retention

Link Employee 

Goals to 

Scorecard

TELLICO VILLAGE BALANCED SCORECARD

VISION
To be a dynamic, engaging community, meeting the changing needs of property owners, in a fiscally responsible manner, 

resulting in a lifetime of wellbeing.

MISSION
To enhance and preserve the Tellico Village quality of life, social fabric, property values, and overall member value through 

effective and efficient management of the Association. 

* Revenue and cost targets are incorporated into adopted 2026 budget and are not additive.



STRATEGIC OJBECTIVES MEASURES TARGETS INITIATIVES

CUSTOMER

Establish periodic general customer 

satisfaction surveys

By April ó26 establish and implement 

monthly Property Owner (PO) 
satisfaction survey. Report results 

monthly establishing baseline. 

#1 PO PDCA

Customer service/experience follow-up 

survey (excluding HelpSpot)

85% Satisfied/Very Satisfied 

Methodology is Key Benchmark in ó26

#2 Customer Experience 

Satisfaction PDCA

HelpSpot Satisfaction 85% Satisfied or Very Satisfied #3 HelpSpot PDCA

FINANCIAL

Achieve expenses per budget TBD #4 Expense PDCA

Meet revenue targets including manage 

subsidies by increasing non-
assessment revenue

TBD #5 Revenue & Subsidy PDCA

Monitor TV Financial Health
TBD (Meeting Reserve contribution 

goals)
#6 Reserve Contribution

INTERNAL 

PROCESS

Identify Process Efficiency 

Improvements

Complete 3 efficiency studies identifying 

$50K savings each*
#7 Efficiency PDCA

Establish Preventative Maintenance 

(PM) program 

By May ó26 establish PM programs for 

assets >$50K & remaining life <30 
years

#8 PM PDCA

Innovate discretionary revenue 

enhancing programs

New programs generate $250K net new 

revenue growth*
$9 Innovation PDCA

Safety / Incident rate (OSHA cases)    
LTIR (Lost Time Incident Rate) 0.9

#10 Safety PDCA

LEARNING & 

GROWTH

Establish annual employee satisfaction 

survey

Establish and implement annual 

employee satisfaction survey. Report 
results while establishing employee 
baseline for the % of employees that 

would recommend TV for employment

#11 Employee Satisfaction PDCA

Implement customer focused training
100% of employees trained online by 

year end
#12 Customer Focused PDCA

Employee retention
Voluntary separation:  Food Service 

<40%
#13 Employee Retention PDCA

Establish performance reviews linked 

to Balanced Scorecard goals

100% of employees will have goals with 

some linkage to Strategic Objectives
#14 Align Reviews PDCA

VALUES People                     Service                     Communication                     Fiscal Responsibility               Aesthetics & Environment

Optimize 

Discretionary 

Revenue

Control Costs

Achieve High 

Property Owner 

Satisfaction

Put Customers 

First

Improve 

Operational 

Efficiency

Maintain High 

Quality, Reliable 

Infrastructure

Innovate 

Amenities & 

Customer 

Services

Increase 

Employee Skills 

& Empowerment

Improve 

Employee 

Satisfaction & 

Retention

Link Employee 

Goals to 

Scorecard

TELLICO VILLAGE BALANCED SCORECARD

VISION
To be a dynamic, engaging community, meeting the changing needs of property owners, in a fiscally responsible manner, 

resulting in a lifetime of wellbeing.

MISSION
To enhance and preserve the Tellico Village quality of life, social fabric, property values, and overall member value through 

effective and efficient management of the Association. 

* Revenue and cost targets are incorporated into adopted 2026 budget and are not additive.



#1 2026 PROPERTY OWNER SATISFACTION SURVEY
PLANACT

DOCHECK

ÅEstablish Ad-Hoc Property Owner (PO) Committee 

ÅSurvey completed 

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

ÅReport PO results monthly at BOD meetings 
70%
75%
80%
85%
90%
95%

100%

Apr May Jun Jul Aug Sep Oct Nov Dec

PO SATISFACTION RESULTS

Actual CS Satisfaction %

Overall Average Rating 
73.8% vs 85% Target

12/31/20251/20/2026 2/9/2026 3/1/2026 3/21/20264/10/20264/30/20265/20/2026 6/9/2026

Est Ad-Hoc team

Actual

PO Survey Completed

Actual

Present Survey

Actual

Monthly Surveys sent

Actual send

Report PO results

Actual PO results



ÅProperty Owners т The POA WANTS YOUR FEEDBACK

ÅÑőĲШÂ§ ШÂƖŸƓĲƖƣǃШ§ƽŰĲƖќƚШÉƨƖƻĲǃШŔƚШĲůċŔũĲĬШƣŸШӇШΝΝΜΜШƖċŰĬŸůũǃШ
selected property owners on the first Tuesday of each month.

ÅThe survey takes an average of less than 13 minutes to complete 
and consists of the following areas:

1 - Demographics т 3 Questions; 
2- POA Infrastructure, Maintenance and Operations т 4 
Questions
3- POA Amenities and Activities т 4 Questions
4- POA Fees and Costs - 5 Questions
5- POA Operations (TV Depts.) т 4 Questions
6- POA Overall (costs, quality, services, overall) т 4 Questions

#1 2026 PROPERTY OWNER SATISFACTION SURVEY



#1 2026 PROPERTY OWNER SATISFACTION SURVEY

ÅToday we will be focusing on some survey demographics and 
the quantitative (1 to 5 ratings) for sections 2 т 5 for all of the 
data acquired to date.

Å We will also look at a summary of the verbatim (written) 
responses that go with the quantitative ratings in Section 2 
(POA Infrastructure, Maintenance and Operations).

ÅOur current response rate is 16.6 % of the distribution to date 
(this is a much lower response than expected).

ÅThe responses to this survey will drive the 2027 business 
plan so if you want a voice in the direction of the 
community, these surveys are one of your big opportunities!



#1 2026 PROPERTY OWNER SATISFACTION SURVEY
Demographic Data acquired to date.  No = Number of survey respondents in that neighborhood; 
Total = Population of Neighborhood; %Resp = Percent neighborhood response is of total 
responses; %Hood = Percent of neighborhood that responded 

Neighborhood No Total %Resp %Hood

Chatuga 49 582 9% 8%

Chota 48 579 9% 8%

Coyatee 49 519 9% 9%

Kahite 69 663 13% 10%

Mialaquo 69 699 13% 10%

Tanasi 95 1025 17% 9%

Tommotley 32 299 6% 11%

Toqua 135 1618 25% 8%

Years in TV Cum % Count Pct

0 - 4 33% 179 33%

5 - 9 60% 143 26%

10 - 14 77% 95 18%

15 - 19 86% 49 9%

20 - 24 93% 38 7%

25+ 100% 37 7%

Total: 541 100%

8% - 11% of 
each 
neighborhood 
responded to 
the survey



#1 2026 PROPERTY OWNER SATISFACTION SURVEY
Target = Greater than 85% Satisfaction (Average Rating > 4.25); Results through 6/12/26

POA Infrastructure, Maintenance & Operations 
Avg=3.95 (79.0%)

POA Amenities and Activities 
Avg=3.83 (76.6%)

POA Fees & Costs 
Avg=3.37 (67.4%)

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



#1 2026 PROPERTY OWNER SATISFACTION SURVEY

The survey does not indicate widespread dissatisfaction with POA operations. Instead, 
residents appear to be saying:

"The staff is doing a good job, but the Village's roads, facilities, and underground 
infrastructure are aging faster than we would like, and we want to see a clearer long-term 
ƓũċŰШŉŸƖШċĬĬƖĲƚƚŔŰŊШƣőŸƚĲШŔƚƚƨĲƚЮљ

The strongest opportunity for increasing satisfaction appears to be a combination of:
1. Road improvements
2. Infrastructure replacement planning and communication
3. Recreation facility modernization
4. Faster brush/leaf pickup
5. Enhanced road and pedestrian safety initiatives

Those five areas account for the majority of negative verbatim (written) feedback and would 
likely produce the greatest improvement in future satisfaction scores.

The survey ratings were compared to their verbatims for POA Infrastructure, Maintenance & Operations to 
see why people gave the ratings they did, what are they satisfied with, what are they dissatisfied with and 
what can the POA do to improve resident satisfaction.  These are the results:    

  



#1 2026 PROPERTY OWNER SATISFACTION SURVEY
The graph below shows when the surveys were emailed out and when each response came in.  The table 

shows the survey response rate for each month.

Month Sent Recd Pct

Mar 100 21 21.0%

Apr 1099 194 17.7%

May 1017 166 16.3%

Jun 1092 168 15.4%

Surveys 
sent out 
(3/10)

Surveys 
sent out 

(5/5)

Surveys 
sent out 

(6/2)

Surveys 
sent out 

(4/7)



#2  2026 CUSTOMER EXPERIENCE SURVEY
PLANACT

DOCHECK

 

V CS Committee presents survey at March                 3/16/26
Town Hall

Expected Results:
Insert planned recovery graph(s)

Countermeasure(s):
Required if YTD 
results fall below plan

V Establish Ad-Hoc CS Committee 

V CS Committee creates customer experience 
survey with planned 85% satisfaction target 

V CS Committee sets-up for PW, FS, Golf, Rec, & 
POA office 

V CS Committee picks up surveys 

V CS Committee summarizes survey results 

V GM reports CS results monthly at BOD 
  meetings 

12/1/202512/21/20251/10/20261/30/20262/19/20263/11/20263/31/20264/20/20265/10/2026

Est Ad-Hoc team

Actual

CES Survey Completed

Actual

Monthly CES surveys begin

Actual

Report CES results

Actual

70%

75%

80%

85%

90%

95%

100%

Feb March Apr May Jun Jul Aug Sep Oct Nov Dec YTD

CS SATISFACTION RESULTS

Plan CSE Satisfaction % Actual CSE Satisfaction %

84.5% Beta 
Test Results

89.6% Official 
Results



Customer Experience Survey Results

Customer Experience Goal is 85%.

The Customer Experience Survey results for April are seeing a mix of positive and negative movement.  
Å Parks & Rec and Public Works & POA Offices continued to improve.
Å Golf and Restaurants both experienced a decline.

Customer Experience Survey Results
Monthly Trend

Parks & Rec Golf Restaurants
Public Works & 

POA Offices

February 89.4% 88.6% 80.1%

March 88.4% 83.7% 83.9%

April 89.9% 84.9% 86.3% 97.4%

May 91.4% 85.4% 84.0% 97.9%

When using an amenity or interacting with the POA, please take a minute to complete a survey.  

Your feedback is critical to helping management identify opportunities for continuous improvement.



88.6%

94.9%

90.9%

70.0%

75.0%

80.0%

85.0%

90.0%

95.0%

100.0%

Facility Staff Equipment

Parks & Rec - Customer Experience Survey
May 2026

(35 Surveys)

Overall 

Overall Satisfaction  
= 91.4%

Customer Experience Survey Results т Experience Category Results

88.8%

74.4%

93.1%

70.0%

75.0%

80.0%

85.0%

90.0%

95.0%

100.0%

Condition Pace Staff

Golf - Customer Experience Survey
May 2026

(32 Surveys)

Overall Satisfaction  
= 85.4%

97.9% 97.1%
98.8%

70.0%

75.0%

80.0%

85.0%

90.0%

95.0%

100.0%

Timeliness Resolution Staff

PW and POA Offices - Customer Experience Survey
May 2026

(48 Surveys)

Overall 
Satisfaction  

= 97.9%

84.4%

87.6%

80.0%

70.0%

75.0%

80.0%

85.0%

90.0%

95.0%

100.0%

Quality Staff Value

Restaurants - Customer Experience Survey
May 2026

(63 Surveys)

Overall Satisfaction  
= 84.0%



#3 2026 HELP SPOT SATISFACTION
PLANACT

DOCHECK

Expected Results:
Insert planned recovery graph(s)

Countermeasure(s):
Required if YTD results fall below plan V MktComm reviews HelpSpot 85% satisfaction target, 

2025 HelpSpot actual results and new HelpSpot 
process at Directors meeting

V MktComm calculates HelpSpot monthly actual 
satisfaction results vs planned 85% satisfaction target

V GM reports HelpSpot satisfaction results monthly 
at BOD meetings

 

50%

55%

60%

65%

70%

75%

80%

85%

90%

95%

100%

Jan Feb March Apr May Jun Jul Aug Sep Oct Nov Dec YTD

HelpSpot Satisfaction Results

Plan HS Satisfaction % Actual HS Satisfaction %

3.8% above goal



#4 2026 EXPENSE BUDGET
PLANACT

DOCHECK

Expected Results:
Insert planned recovery graph(s)

Countermeasure(s):
Required if MTD/YTD results fall  10%/$10K 
outside of plan

V Create monthly planned expense budget reports 
by department and TOTAL

V Each department shares planned monthly expense
budget with all employees

V Actual expense budget reports are prepared monthly

V Corrective action plans are developed for significant
Monthly and/or Year-to-Date (YTD) expense overage
deviations

 

 

 $-

 $500,000

 $1,000,000

 $1,500,000

 $2,000,000

 $2,500,000

 $3,000,000

 $3,500,000

TV PLAN vs ACTUAL EXPENSE

Plan Actual

2% better than 
budget

6% better than 
budget



TVPOA Operating Expenses 
(including Interest Expense & Depreciation)

ÅTotal Expenses including interest & 
depreciation: 2% favorable for May 
/ 6% favorable for AVG Total YTD

ÅWages/Benefits Better than Budget ($798K / 
13%) YTD т position vacancies attributing 
to the variance.  
ÅYear over Year Wages/Benefits $450K / 8% 

better
ÅMaterials & Supplies ($50K), Contract 

Labor ($50K); Maint тWater Lines ($58K) 
favorable to budget.
ÅLegal Fees ($67K), Village Marketing ($51K), 

and Maint т Common Prop ($91K) 
performing worse than budget 
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TV PLAN vs ACTUAL EXPENSE

Plan Actual

2% Better than 
Budget

6% Better Avg 
YTD



 

 

#5 2026 REVENUE &  SUBSIDY BUDGET
PLANACT

DO

C
H

E
C

K

V Create monthly planned revenue increase & subsidy 
reduction budget reports by department and TOTAL

V Each department shares planned monthly revenue 
increase & subsidy reduction budget with all employees

V Actual revenue increase & subsidy reduction budget
reports are prepared monthly

V Corrective action plans are developed for significant
Monthly and/or Year-to-Date (YTD)  revenue increase
& subsidy reduction deviations
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SUBSIDY PLAN vs ACTUAL REDUCTION

Plan Actual

1583% better than budget!
Due to Food & Beverage and Golf being 

better than budget 

51% better than 
budget YTD
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TVPOA Gross Profit 
May 2026

ÅGross Profit generally on target with 
expectations for May and YTD:  
($922K / 5% favorable for AVG YTD).
ÅBiggest departmental variances are 

from Water/Sewer (favorable); UTI, 
Golf, F&B, and Rec (favorable).
ÅYear-over-Year results are aligned for 

the month and YTD.
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YTD



TVPOA Subsidies
Golf / Recreation / Food & Bev / Marketing
May 2026

ÅSubsidies 51% better than 
planned through May (AVG 
YTD).
ÅGolf, Rec, and Food/Bev all 

outperforming budget 
expectations
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51% better Avg 
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#6 2026 RESERVE CONTRIBUTION
PLANACT

DOCHECK

Expected Results:
Insert planned recovery graph(s)

Countermeasure(s):
Required if MTD/YTD results fall 10% below 
plan

 

 

 

V Determine required reserve contribution targets

V Set rates for 2026 to achieve reserve funding goals based on 
reserve study, including water and sewer rates

V Create monthly planned reserve contribution budget report

V Share monthly reserve contribution targets with all employees

V Actual reserve contribution plan vs actual results are 
prepared monthly

V Corrective action plans are developed for significant 
monthly and/or Year-to-Date (YTD) deviations
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RESERVE PLAN vs ACTUAL

Plan Actual

5% better than 
budget

77% better than 
budget YTD



#6 2026 RESERVE CONTRIBUTION
PLANACT

DOCHECK

Expected Results:
Insert planned recovery graph(s)

Countermeasure(s):
Required if MTD/YTD results fall 10% below 
plan

 

 

 

V Determine required reserve contribution targets

V Set rates for 2026 to achieve reserve funding goals based on 
reserve study, including water and sewer rates

V Create monthly planned reserve contribution budget report

V Share monthly reserve contribution targets with all employees

V Actual reserve contribution plan vs actual results are 
prepared monthly

V Corrective action plans are developed for significant 
monthly and/or Year-to-Date (YTD) deviations
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RESERVE PLAN vs ACTUAL

Plan Actual

5% better than 
budget

77% better than 
budget YTD



TVPOA Funds Available for Contribution to Reserves
May 2026

ÅMay YTD avail for contribution to 
reserves: $4.7M 
ÅPlan $2.6M
ÅFavorable variance roughly $2M
ÅDrivers of Variance:
ÅFavorable gross profit performance 

across depts
ÅWage / Benefit savings
ÅControlled Operating Expenses
ÅFavorable interest income
ÅGains on Sales of Land / Lots
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 $2,000,000

RESERVE PLAN vs ACTUAL

Plan Actual

5% better than plan

77% better 
than budget 
Avg YTD
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CI  Savings (Annual) 

#7     2026 PROCESS EFFICIENCY IMPROVEMENTS
PLANACT

DOCHECK

ÅPDCA deck monthly the 2nd Friday of every month 
showing project progress plus results 6/12/26

ÅAnalyzing Tree Removal Data 6/30/26

ÅOngoing data collection on brush pickup 6/30/26

ÅEstablish Ad-Hoc Continuous Improvement (CI) team to partner with 
POA to map out the current processes looking for lean efficiency 
improvements
ÅDetermine minimum of 3 processes for (CI) process efficiency studies to 

achieve $150,000 in annualized net savings
ÅDevelop schedule for conducting lean CI process efficiency 

improvements for 2026
ÅCI team select lean best process / quality circle for performing efficiency 

study 
ÅConduct lean CI efficiency process per schedule
ÅTest new lean process improvements and test for quality, cost and cycle 

time improvements
ÅCheck results, adjust as necessary, and document new lean best 

practices
ÅTrack actual cost improvement savings and report monthly

Next Steps

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

Collections Efficiency

Employee Health Insurance Plan

Credit Card Reduction: Golf

Almost doubled 
2026 goal in only 5 

months!



#7 2026 PROCESS EFFICIENCY IMPROVEMENTS 

DEFINE
Define the problem

MEASURE
Quantify the 

problem

ANALYZE
Identify the cause of 

the problem

IMPROVE
Implement and 
Verify solution

CONTROL
Maintain the 

solution

Collections 
Efficiency

(Beth Kuberka, 
Jessica Johnson)

Credit Card Rate 
Reduction: Golf

(Kevin Alfont, 
Jessica Johnson)

Employee Health 
Insurance Plan

(Judy Bedford and Finance 
Team,

Russell Beardenand Human 
Resources Team)

Fleet Efficiency: 
Leaf/Brush Pick-

up

Contract Labor:  
Tree Removal 

Services

Contract Labor:  
Common 
Grounds 

Telephone & 
Internet Services: 

Charter / Spectrum
(Kevin Alfont)

Electricity 
Charges: 

Streetlights

Staffing: Open 
Positions

Credit Card Rate 
Reduction: Docks 

Gas

Electricity 
Charges: Other 

Small 
Tools/Equipment

The ad hoc committee has several potential improvement opportunities that have been identified working in conjunction with 
POA leadership.

The team members are leveraging Six Sigma DMAIC project management phases to track progress.

Initiative has been closed.

Fleet Efficiency: 
High Mileage 

Vehicles



#8 2026 ESTABLISH PREVENTATIVE MAINTENANCE PROGRAM
PLANACT

DOCHECK

Expected Results:
Insert planned recovery graph(s)

Countermeasure(s):
Required if YTD results fall below plan

 4/30/26

V Establish Ad-Hoc CS Committee 

V POA establishes a list of assets (building, vehicle, 
equipment, etc.) for Preventative Maintenance (PM) program

V POA determines maint. Task, description, and frequency based on 
Original Equipment Manufactures (OEM) recommended 
maintenance intervals and own maintenance history for every 
asset

V POA creates PM checklist or matrix to plan and track actual PM 
and unscheduled repairs

V POA ensures they have capable and dedicated PM team

V POA creates PM Standard Operation Procedures (SOP) for all asset 
PMs

V GM communicates to all POA staff and TV residents

1/1/2026 1/21/2026 2/10/2026 3/2/2026 3/22/2026 4/11/2026 5/1/2026

Est. list of assets

Actual

?ĲƣĲƖůŔŰĲШÂ~в

Actual

9ƖĲċƣĲШÂ~в

Actual

Create PM SOPs

Actual

9ŸůůƨŰŔĦċƣĲƚв

Actual

Preventative 
Maintenance 

on time 



#9 2026 INNOVATE NEW PROGRAMS
PLANACT

DOCHECK

V Brainstorm, rank & select new revenue                     2/28/26
enhancing programs 

V Engage Directors to assign Ad-Hoc teams to 3/12/26
create PDCAs for each new program 

 

ÅTrack actual savings & adjust programs as 7/1/26          
necessary and standardize or pursue new innovation idea
 

V Establish Ad-Hoc POA revenue team to innovate discretionary 
revenue enhancing programs

V Brainstorm multiple discretionary revenue enhancing programs 
V Rank the feasibility of success for each program including 

estimated net revenue target
V Select 4 multiple program(s) that each will meet or exceed 

$62,500 in net increased revenue
ÅEngage Directors to assign Ad-Hoc cross department employees to 

create PDCAs for each new program
ÅImplement and test new programs checking for net cost 

improvement and customer satisfaction
ÅAdjust program as necessary and standardize or pursue new 

innovation idea
ÅReport annualized net revenue dollars and track actuals monthly

Includes:
- Mar/Apr/May Toqua Pavilion Gross
- May Toqua Beverage Cart Gross
- May Tanasi Opening Clothing sales
- May Tanasi Simulator usage

YTD



Status
ÅNumerous programs in development within and across departments

o  Few examples:
o Operation 36 (Golf)
o Yacht Club catering menu in development (FB)
o Tellico Village Amenity Explorer Bingo card development (All)
V Group Personal Training sessions (Wellness)
Vάtƭŀȅ .ŜǘǘŜǊΣ IǳǊǘ [Ŝǎǎέ ǘǊŀƛƴƛƴƎ ό²ŜƭƭƴŜǎǎκDƻƭŦύ
o Date Night offerings (FB/YC)
o Music and Game Nights (FB/Toqua)
V Beverage Cart on the course at Toqua daily and for tournaments

May Revenue
ÅToqua Pavilion
Å$30,510 Gross / 23 days (~$1326/day) / 2197 guests (~$14 pp)
ÅIncludes all events, not just music / game nights

oMusic and Game Nights in May ς (914 people/$12,335 Gross)

ÅToqua Beverage Cart
Å $6,723 Gross / 26 days (~$259/day) / 693 transactions (~27/day)

ÅTanasi Grand Opening Scales Clothing Sales - ~$900
ÅTanasi Simulator May usage ς 19 events / $700 ~ 9 days

#9 2026 INNOVATE NEW PROGRAMS



#10 2026 SAFETY
PLANACT

DOCHECK

Expected Results:
Insert planned recovery 
graph(s)

Countermeasure(s):
Required if YTD results fall 
below plan V Create safety program while ensuring all employees 

have Personal Protective Equipment (PPE)

V Create tracking and reporting mechanism for 
Safety/Incident Rate (OSHA cases) based on LTIR 
(Lost Time Incident Rate)

V Report LTIR monthly
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Plan LTIR Actual LTIR

0 loss time 
injuries

12/1/2025 1/20/2026 3/11/2026 4/30/2026 6/19/2026 8/8/2026 9/27/2026

Create Safety Program

Actual

Establish OSHA report

Actual

Start tracking LTIR

Actual

Report case rate monthly

Actual



#11 2026 EMPLOYEE ENGAGEMENT AND SATISFACTION SURVEY (EESS)
PLANACT

DOCHECK

V Establish Employee Engagement and Satisfaction 
Survey (EESS) team

V Complete confidential EESS and present to BOD for 
approval 

V Conduct EESS Survey for 50% of  FT/PT POA 
employees 3 months apart

V Report EESS results to BOD/GM/Dept Heads and 
develop action plans

V Provide feedback to Employees

V Establish ES team headed by HR  1/31/26

V Complete confidential ES Survey               3/31/2026

V Present and request BOD approval                        4/15/2026                          

V Survey FT/PT POA employees                          5/1/-8/1/2026

V Brief BOD/GM/Dept Heads         5/8-22/26    5/16 - 6/1/26

V Feedback to Employees                                5/29/26  6/12/26
 

Surveying complete

Effort Complete

Surveys will be 
conducted again in 6 

months



#11 2026 EMPLOYEE ENGAGEMENT AND SATISFACTION SURVEY

Status: Phase 1 COMPLETE
ÅOutbriefs:
V   All BoD members outbriefed on 5/16 or 5/20
V   GM outbriefed on 5/19
V   Department Heads outbriefed on 6/2

Way Ahead
ÅConducting individual Dept focused outbriefs to each Dept, as desired

o 4 complete (as of 12 Jun) 
o Conducted employee outbriefs 9-11 Jun

o Three in-person sessions completed
V 1 - Main Village (10 Jun)
V 1 ς Kahite (11 Jun)
V 1 Public Works (9 Jun)

o Will offer one more employee session on 24 Jun on the 5th Floor of the YC
     (tent. 3:30PM)



EESS Execution
ÅOBJECTIVE:  Provide all TVPOA employees the opportunity to have 

their voices heard thought an Engagement and Satisfaction 
Survey

ÅExcellent participation due to Human Resources support (Russell/Chris)
Å14 sessions set up similar to Open Enrollment
ÅAnonymity was not an issue the way it was conducted
ÅParticipation: 81 % of full-time / 56 % overall

ÅResponsiveness: Fixed a few concerns that arose during focus sessions

ÅExcellent data collection:  95% confidence with < 5% error rate

Objective achieved:   All employees had the opportunity to have their 
voice heard.  Feedback is meaningful, constructive and actionable. 

#11 2026 EMPLOYEE ENGAGEMENT AND SATISFACTION SURVEY



EESS Overall Summary

Goods
ÅTeam culture within Depts
ÅPrimarily at the peer level

ÅTake pride in their work
ÅProvide excellent customer service
ÅMost motivated to continue to improve

ÅWork environment generally positive

Focus areas for improvement
ÅOrganizational
ÅBetter chain of command utilization 

ÅCommunication т up, down and across
ÅListen to input/feedback and act, as appropriate
ÅClear long-term direction

ÅCompensation т performance-based
ÅPeriodic, meaningful in-person reviews

ÅGrowth and Development
ÅCareer Path Clarity
ÅTraining

ÅCustomer interaction
ÅUnderstanding, respect

#11 2026 EMPLOYEE ENGAGEMENT AND SATISFACTION SURVEY



#12 2026 CUSTOMER FOCUSED TRAINING
PLANACT

DOCHECK

Expected Results:
Insert planned recovery graph(s)

Countermeasure(s):
Required if YTD results fall below plan

ÅEstablish Ad-Hoc customer focused training team

ÅResearch best customer focused on-line training programs

ÅSelect best customer focused training programs

ÅPOA Directors complete customer focused training and meets 
with Ad-Hoc customer focused training team to select best 
employee training programs and communicates with employees

ÅRecommend customer focused training programs

ÅPerform customer focused training for 15% of employees 
monthly until all employees have completed training

ÅConduct random monthly audits for effectiveness of the 
customer focused training with goal of 90% effective

 

ÅConduct random monthly customer focused 9/1/26
audits with goal of 90% effective 

50%

70%

90%

Sep Oct Nov Dec

CUSTOMER FOCUS RESULTS

Planed Audit results % Actual Audit results %

12/1/2025 1/20/2026 3/11/2026 4/30/2026 6/19/2026 8/8/2026 9/27/2026

Est. Ad-Hoc Team

Actual

Select best training

Actual

Director training

Actual

Monthly Emploiyee Training

Actual

Random audits



#13 2026 IMPROVE EMPLOYEE RETENTION
PLANACT

DOCHECK

Expected Results:
Insert planned recovery graph(s)

Countermeasure(s):
Required if YTD results fall 
below plan

ÅEstablish Ad-Hoc Food Service (FS) employee retention 
team (4-6 people) plus facilitator

ÅComplete 5 Principles of Problem Solving (5P) for high FS 
turnover to determine ROOT CAUSE & COUNTERMEASURES 
(C/M) to lower combined FTE turnover to under 40%

ÅImplement corrective action C/Ms and test for 3 months

ÅAdjust C/Ms as necessary and test for another 3 months

ÅStandardize C/Ms to maintain lower FS turnover

 

 

ÅAdjust C/Ms as necessary and test for another 6/1/26 
3 months 

ÅStandardize C/Ms to maintain lower FS turnover 9/1/26

12/1/2025 1/20/2026 3/11/2026 4/30/2026 6/19/2026 8/8/2026 9/27/2026

Est. Ad-Hoc FS Team

Actual

Complete 5P

Actual

Implement & Test C/M

Adjust C/Ms and test

Standardize C/Ms

Good results. 
Better on boarding 
training program
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ÅImproved work scheduling
ÅManagement accountability for training
ÅUpgraded hiring process/screening
ÅWorking to recruit and hire a more mature workforce.
ÅfůƓũĲůĲŰƣĲĬШċĦĦŸƨŰƣċĤŔũŔƣǃШŉŸƖШљŰŸШĦċũũоŰŸШƚőŸƽњШċŰĬШŸƣőĲƖШ

discipline actions.
ÅImplemented payroll system for self service
ÅTechnology 
ÅNew Management 

Turnover Reduction Project т Restaurants 



#14 2026 ALIGN REVIEWS TO SCORECARD
PLANACT

DOCHECK

Expected Results:
Insert planned recovery graph(s)

Countermeasure(s):
Required if YTD results fall below plan

ÅAlign all employee annual merit reviews to Balanced 
Scorecard (BSC)

ÅExplain BSC to employees and the linkage to employee 
evaluations

ÅAlign all employee annual merit reviews to 1/16/26
Balanced Scorecard (BSC) 

ÅExplain BSC to employees and the linkage to           2/1/26 
employee evaluations

 

11/1/2025 11/21/2025 12/11/2025 12/31/2025 1/20/2026 2/9/2026

Align job reviews to BSC

Communicate reviews

Plan created. 
Awaiting 
approval. 



Needs updated


