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June 17th 



Opening Remarks



Open Forum



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

is no yielding of time to others 

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

• No personal attacks will be permitted. 

• Questions 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. 

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

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



2026 Tellico Village POA BSC & Business Plan 



STRATEGIC OJBECTIVES MEASURES TARGETS INITIATIVES

CUSTOMER

Establish periodic general customer 
satisfaction surveys

By April ‘26 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 ‘26

#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 ‘26 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 ‘26 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 ‘26

#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 ‘26 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

• Establish Ad-Hoc Property Owner (PO) Committee 

• Survey completed 

• 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 

✓ PO team presents survey at March Town Hall 3/16/26

✓ Monthly survey sent to 50 TV POs in April 4/1/26

• Monthly surveys received and summarized for 
initial report at July BOD meeting 7/15/26

70%

75%

80%

85%

90%

95%

100%

Apr May Jun Jul Aug Sep Oct Nov Dec

Property Owner SATISFACTION RESULTS

Actual CS Satisfaction %

Overall Average Rating 
74.8%

12/31/2025 1/30/2026 3/1/2026 3/31/2026 4/30/2026 5/30/2026 6/29/2026

Est Ad-Hoc team

Actual

PO Survey Completed

Actual

Present Survey

Actual

Monthly Surveys sent

Actual send

Report PO results

Project ahead of 
schedule



• Property Owners – The POA WANTS YOUR FEEDBACK

• The POA Property Owner’s Survey is emailed to ≈ 1100 randomly 
selected property owners on the first Tuesday of each month.

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

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

#1 2026 PROPERTY OWNER SATISFACTION SURVEY



#1 2026 PROPERTY OWNER SATISFACTION SURVEY

Target = Greater than 85% Satisfaction (Average Rating > 4.25); Graphs through 7/8/26

POA Infrastructure, Maintenance & Operations

Jun Avg. = 3.98  (79.7%)

POA Amenities and Activities

Jun Avg. = 4.31  (86.2%)

POA Fees & Costs

Jun Avg. = 3.58  (71.6%)

POA Operations (Depts.)

Jun Avg. = 3.76  (75.2%)



#1 2026 PROPERTY OWNER SATISFACTION SURVEY

The conclusion is that residents:
1. Golf 4.2 stars 
2. Other Tellico Village’s amenities 4.0 stars 
3. Restaurants 3.4 stars 

PURPOSE:

The survey ratings were compared to their verbatims for POA Amenities and 
Activities 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.      

Top 3 recommended POA Actions:
1. Make restaurant improvement the highest immediate priority
2. Clarify restaurant finances
3. Review restaurant menus, pricing and hours



#2  2026 CUSTOMER EXPERIENCE SURVEY

PLANACT

DOCHECK

 

✓ 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

✓ Establish Ad-Hoc CS Committee 

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

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

✓ CS Committee picks up surveys 

✓ CS Committee summarizes survey results 

✓ GM reports CS results monthly at BOD 
  meetings 

12/1/2025 12/21/2025 1/10/2026 1/30/2026 2/19/2026 3/11/2026 3/31/2026 4/20/2026 5/10/2026

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

CES SATISFACTION RESULTS

Plan CES Satisfaction % Actual CES Satisfaction %

84.5% Beta Test 
Results

84.0% June 88% 
YTD



Customer Experience Survey Results - Overview

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

Parks & Rec Golf Restaurants
Public Works 
& POA Offices

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



Customer Experience Survey Results – Experience Category Results

     

     

     

     

     

     

     

     

     

      

                 

                                
          

            

                            

     

     

     

     

     

     

     

     

     

      

                     

                                       
         
            

                      
     

     

     

     

     

     

     

     

     

     

      

                

                                       
         

            

     

     

     

     

     

     

     

     

     

      

                        

                                                       
         
            

                      
        



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.

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. 
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#3 2026 HELP SPOT SATISFACTION

PLANACT

DOCHECK

Expected Results:
Insert planned recovery graph(s)

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

2025 HelpSpot actual results and new HelpSpot 
process at Directors meeting

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

✓ 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 %

1.3% 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

✓ Create monthly planned expense budget reports 
by department and TOTAL

✓ Each department shares planned monthly expense
budget with all employees

✓ Actual expense budget reports are prepared monthly

✓ 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

32% better than 
budget

12% better than 
budget



TVPOA Operating Expenses 
(including Interest Expense & Depreciation)

• Total Expenses including interest & 
depreciation: 32% favorable for June / 
12% favorable for AVG Total YTD

• Wages/Benefits Better than Budget ($1,015K 
/ 14%) YTD – position vacancies attributing 
to the variance.  

• Year over Year Wages/Benefits $501K / 7% 
better

• Maint – Land & Streets (Paving) $566K,  
Materials & Supplies ($44K), Contract Labor 
($40K),  Maint –Water Lines ($63K) favorable 
to budget.

• Legal Fees ($49K), Maint – Common Prop 
($92K) performing worse than budget 

6% Better Avg 

YTD
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 $2,000,000

 $2,500,000

 $3,000,000

 $3,500,000

TV PLAN vs ACTUAL EXPENSE
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#5
 20
26 
REVENUE &  
SUBSIDY 
BUDGET

PLANACT

DO

C
H

EC
K

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

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

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

✓ Corrective action plans are developed for significant
Monthly and/or Year-to-Date (YTD)  revenue increase
& subsidy reduction deviations
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 $700,000

SUBSIDY PLAN vs ACTUAL REDUCTION

Plan Actual

70% better than 
budget YTD
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 $4,000,000

GROSS PROFIT

Plan Actual

YTD 

6% better than 
expectations

10% better than 

expectations

200% better than budget!
Due to Food & Beverage and Golf being 

better than budget 



TVPOA Gross Profit 
June 2026

Gross Profit =  Revenue - COS

• Gross Profit result favorable to 
expectations for June and YTD                 

• YTD Variance:  $1,240K .

• Biggest departmental variances are 
from Water/Sewer, Food & Bev, UTI, 
and Golf

• Year-over-Year results are aligned for 
the month and YTD (1% variance). $-
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 $3,000,000
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GROSS PROFIT

Plan Actual

6% Better Avg 
YTD



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

• Subsidies 50% better than 
planned through June (AVG 
YTD).

• Golf, Rec, and Food/Bev all 
outperforming budget 
expectations

• Subsidies 46% better compared 
to 2025 YTD → Requiring ~ 
$500K less financial support

51% more Avg YTD
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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

 

 

 

✓ Determine required reserve contribution targets

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

✓ Create monthly planned reserve contribution budget report

✓ Share monthly reserve contribution targets with all employees

✓ Actual reserve contribution plan vs actual results are 
prepared monthly

✓ 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

127% better than 
budget

87% better than 
budget YTD



TVPOA Funds Available for Contribution to Reserves
June 2026

• June YTD avail for contribution to 
reserves: $6.1M 

• Plan $2.7M

• Favorable variance roughly $3.4M

• Drivers of Variance:
• Favorable gross profit performance 

across depts ($1,240K)
• Wage / Benefit savings ($1,015K)
• Controlled Operating Expenses
• Timing Differences – Paving ($566K)
• Favorable interest income ($378K)
• Gains on Sales of Land / Lots ($83K)

5% better than plan

77% better 
than budget 
Avg YTD
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 $2,000,000
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$2,666 

$1,240 

$1,015 

$836 

$(142)
$5,615 $83 

$378 $33 $6,109 

Budget 0626
Gross Profit

Wages / Benefits
Oper Exp Fav

Oper Exp  Unfav
T Oper Surplus

Gain/Loss - Sales
Interest Income

Interest Expense
Total Net Surplus

$-
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$7,000 

Summary of Surplus Variances
June YTD 2026

Increase Decrease Total

30
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$178,000
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$350,000.00

CI  Savings (Annual) 

#7     2026 PROCESS EFFICIENCY IMPROVEMENTS

PLANACT

DOCHECK

• PDCA deck monthly the 2nd 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 6/30/26

• Establish Ad-Hoc Continuous Improvement (CI) team to partner with 
POA to map out the current processes looking for lean efficiency 
improvements

• Determine minimum of 3 processes for (CI) process efficiency studies to 
achieve $150,000 in annualized net savings

• Develop schedule for conducting lean CI process efficiency 
improvements for 2026

• CI team select lean best process / quality circle for performing efficiency 
study 

• Conduct lean CI 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

Next Steps

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

Collections Efficiency

Employee Health Insurance Plan

Credit Card Reduction: Golf



#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 Bearden and 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

3 month high 
mileage test 
beginning in 

July



#8 2026 ESTABLISH PREVENTATIVE MAINTENANCE PROGRAM

PLANACT

DOCHECK

Expected Results:
Added equipment and new tracking process to 
be in place bin July

Countermeasure(s):
Update current PM schedules to include all 
necessary items including F&B equipment

 4/30/26

✓ Establish Ad-Hoc CS Committee 

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

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

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

✓ POA ensures they have capable and dedicated PM team

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

✓ GM communicates to all POA staff and TV residents

1/1/2026 2/20/2026 4/11/2026 5/31/2026 7/20/2026

Est. list of assets

Actual

Determine PM…

Actual

Create PM…

Actual

Create PM SOPs

Actual

Communicates…

Actual

Preventative 
Maintenance slightly 

behind schedule



#9 2026 INNOVATE NEW PROGRAMS

PLANACT

DOCHECK

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

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

 

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

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

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

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

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

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

improvement and customer satisfaction
• Adjust program as necessary and standardize or pursue new 

innovation idea
• Report annualized net revenue dollars and track actuals monthly

 $-
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 $100,000

 $150,000

 $200,000

 $250,000

 $300,000
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INNOVATION REVENUE

Plan ActualInnovation is slightly 
behind schedule



#10 2026 SAFETY

PLANACT

DOCHECK

Expected Results:
Insert planned recovery 
graph(s)

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

have Personal Protective Equipment (PPE)

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

✓ Report LTIR monthly

 

0.00

0.20

0.40

0.60

0.80

1.00

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

TV OSHA LTIR RESULTS

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

✓ Establish Employee Engagement and Satisfaction 
Survey (EESS) team

✓ Complete confidential EESS and present to BOD for 
approval 

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

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

✓ Provide feedback to Employees

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

✓ Complete confidential ES Survey               3/31/2026

✓ Present and request BOD approval                        4/15/2026                          

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

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

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

Surveying complete

Effort Complete

Surveys will be conducted 
again in 6 months



#12 2026 CUSTOMER FOCUSED TRAINING

PLANACT

DOCHECK

Expected Results:
Insert planned recovery graph(s)

Countermeasure(s):
New F&B Training was kicked off
Need to add training in other areas 

• Establish Ad-Hoc customer focused training team

• Research best customer focused on-line training programs

• Select best customer focused training programs

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

• Recommend customer focused training programs

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

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

 

• Conduct 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 Employee 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

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

• Complete 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%

• Implement corrective action C/Ms and test for 3 months

• Adjust C/Ms as necessary and test for another 3 months

• Standardize C/Ms to maintain lower FS turnover

 

 

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

• Standardize C/Ms to maintain lower FS turnover 9/1/26

0%

20%

40%

60%

80%

100%

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

FS EMPLOYEE TURNOVER

Plan Turnover % Actual Turnover % Linear (Plan Turnover %)

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

Actual

Adjust C/Ms and test

Actusl

Standardize C/Ms

Good results. 
Better on boarding 
training program



• Improved work scheduling
• Management accountability for training
• Upgraded hiring process/screening
• Working to recruit and hire a more mature workforce.
• Implemented accountability for “no call/no show” and other discipline 

actions.
• Implemented payroll system for self service
• Technology 
• New Management 

Turnover Reduction Project – Restaurants 



#14 2026 ALIGN REVIEWS TO SCORECARD

PLANACT

DOCHECK

Expected Results:
Proposal needs to be presented to the Board 
for approval.

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

• Align all employee annual merit reviews to Balanced 
Scorecard (BSC)

• Explain BSC to employees and the linkage to employee 
evaluations

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

• Explain 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. 







Board Motions
Vote



Board Motions for July 15th Board Meeting

1.

2. I move that the board approve the C2RL Preliminary Engineering Report 

in the amount not to exceed $43,300 to upgrade the existing Kahite Pump 

Station which includes odor control.

I move that the Board shall hereby adopt the following Board 

Directive:  The Board hereby accepts the gift to Tellico Village of a 

Liberty Tree in honor of the 250th Anniversary of the United States, and 

of two dedicatory plaques providing the history and meaning of the 

Liberty Tree.  The Board approves the placement of the Liberty Tree 

and the dedicatory plaques outside the entrance to the Yacht Club. 



That all salary positions for hire and salaries must be 

reviewed by the compensation committee and 

approved by the Interim Executive Leader through the 

end of 2026.

3.

4. That all beverage taxes be changed from 

plus tax to include tax for remainder of 

2026 without increasing menu prices.



$5 Million 
TAP 

Kahite 
Waste-
water 

System 
Upgrade

$4 Million 
TAP Odor 
Control 
at Lift 

Station(s)



$4.5M+ Less than 
TAP WITH odor 

control



I move that the board approve the C2RL 

Preliminary Engineering Report in the 

amount not to exceed $43,300 to upgrade 

the existing Kahite Pump Station which 

includes odor control.



Capital Request



July 2026 Board Meeting
Matt Benoit, Director of Public Works



Dehumidifier for the Wellness Center

• The fitness room is at the south end of the building.
• It has all of the exercise equipment.
• It is approximately 5,300 square feet.
• Everything about this room has the characteristics for humidity:

• Exterior Windows
• Exercise Equipment (treadmills, elliptical machines)
• “Heat Gain” the result of human body breathing and perspiring
• Adjacency to the indoor pool and entrance lobby



Dehumidifier for the Wellness Center

• Relative humidity increases when the temperature drops or when 
more water vapor is added to the air.

• Warm air holds moisture better than cold air.
• A simple drop in temperature causes the relative humidity to rise.
• The more the HVAC system works to keep the room cool and 

comfortable, humidity naturally rises.
• The genesis of this request is attempting to address complaints of 

feeling uncomfortable while working out, primarily during the peak 
workout period of 5:30 a.m. to 11:30 a.m.



Dehumidifier for the Wellness Center

• As a general rule, relative humidity should be between 40% and 55%.  
This range allows sweat to evaporate efficiently and prevents the air 
from feeling “damp.”

• Public Works conducted a period of testing:
• Test 1 4/16 to 4/22

• Average RH was 50%
• During the peak workout time, relative humidity was 55%
• Good test, but consider this was done in April when exterior temperatures don’t generally 

contribute heat to the space.
• Test 2 5/21 to 6/2

• Avg. RH was 66%
• RH during peak workout time was 69%

• The problem is well established with the Test 2



Dehumidifier for the Wellness Center

• Before these test periods, a few different adjustments were made:
• Some thermostats were moved away from the vents.
• Attempted “stacking” the thermostat settings to avoid too much/too fast 

cooling in the space.

• Complaints continued.
• Be certain, the HVAC units work exceptionally well.  They do an 

excellent job of keeping the space cool and at the temp. the 
thermostat is set.

• We don’t complaints about the room feeling hot, rather more 
“sticky.”



Dehumidifier for the Wellness Center

• The last option is the installation of a dehumidifier.  
• Interstate Mechanical Systems recommended the Santa-Fe Ultra 205.  
• Public Works solicited quotes for this specific brand:

• Interstate Mechanical  $13,812
• Eco Home Solutions  $11,179
• A-1 Finchum, Inc   $10,977

• Public Works staff was not able to discern A-1 Finchum’s 
understanding of the project.

• Recommended Motion -  Award the bid to Eco Home Solutions in 
the Amount of $11,179 for the installation of the Santa-Fe Ultra 205 
Dehumidifier at the Tellico village Wellness Center Fitness Room 
funded from Non-Water Sewer Reserve. 



Update on Quotes for Paving Chota Recreation 
Center Gravel Overflow Parking Area

• Estimated area is 
approximately 9,000 
square feet.

• Yellow-highlighted area 
has a fairly steep grade so 
will likely require some 
grading.  This area could 
be tricky.

• Entire parking lot slopes 
towards to road ditch for 
drainage purposes.  This 
feature must be preserved.

• +/- 20 spaces



Update on Quotes for Paving Chota Recreation 
Center Gravel Overflow Parking Area

• Preliminary specifications envision 6” stone, 2” binder & 1.5” E 
mix.

• Two rough quotes from paving contractors:
• $77,500 (excludes grading) + $4,500 for striping
• Second quote was for estimated somewhere in the neighborhood of 

$70,000 to $90,000
• I’d prefer not to use consulting services, but dealing the grade and 

elevation in that southwest corner might necessitate some help 
with design.  

• The only way to do a nice, flat parking space is retaining walls, 
etc., and then this is NOT a $70,000 to $90,000 project. 
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