
Agenda



Minutes
July 15th 



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. 



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 Responsibili ty               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 Responsibili ty               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 

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

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

Å 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 
74.2% vs 80% Target

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

Â§ШÉƨƖƻĲǃв

Actual

Present Survey

Actual

Monthly Surveys sent

Actual send

Report PO results

Project ahead of 
schedule



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 about 14 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 plus the averages for June.

ÅOur current response rate is 16.7% of the distribution to date 
(which 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 

13% - 18% of 
each 
neighborhood 
responded to 
the survey

Neighborhood No Pop. %Resp %Hood

Chatuga 82 582 9% 14%

Chota 73 579 8% 13%

Coyatee 81 519 9% 16%

Kahite 104 663 12% 16%

Mialaquo 114 699 13% 16%

Tanasi 156 1025 18% 15%

Tommotley 53 299 6% 18%

Toqua 205 1618 24% 13%

Total: 868 5984 100% 15%

Years in TV Cum % Count Pct

0 - 4 33% 282 33%

5 - 9 61% 237 28%

10 - 14 77% 136 16%

15 - 19 85% 69 8%

20 - 24 91% 58 7%

25+ 100% 74 9%

Total: 856 100%



#1 2026 PROPERTY OWNER SATISFACTION SURVEY

Target = Greater than 80% Satisfaction (Average Rating > 4.00)

POA Infrastructure, Maintenance & Operations

Jul Avg. = 3.98  (79.6%)

POA Amenities and Activities

Jul Avg. = 4.16  (83.3%)

POA Fees & Costs

Jul Avg. = 3.5  (70.1%)

POA Operations (Depts.)

Jul Avg. = 3.68  (73.5%)



#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.

Surveys 
sent out 
(3/10)

Surveys 
sent out 

(5/5)

Surveys 
sent out 

(6/2)

Surveys 
sent out 

(4/7)

Surveys 
sent out 

(7/7)

Month Sent Recd Pct

Mar 100 21 21.0%

Apr 1099 194 17.7%

May 1017 166 16.3%

Jun 1092 178 16.3%

Jul 996 159 16.0%



#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 %

88%
84.5% Beta 
Test Results 91%



Customer Experience Survey Results

Customer Experience Survey Results
Monthly Trend

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.

Customer Experience Goal is 85%.

The Customer Experience Survey results for the first 4 months of official reporting are a mix of positive and negative movement.
Å Golf had their best results and a significant increase in number of surveys submitted (367 for July)  .
Å Parks & Rec had a significant improvement in July.
Å Restaurants is seeing a recovery  from the downward trend experienced the last couple of months.
Å Public Works and POA Offices while still performing well, had a decline in results and in surveys submitted in July.  

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%
July 91.5% 93.3% 81.9% 93.8%



Customer Experience Survey Results т Experience Category Results



Customer Experience Survey Results  - Driving Continuous Improvement
Continuous Improvement consists of 3 types of actions to customer feedback.
Å Stop т what is driving dissatisfaction that need to be stopped?
Å Start  т what is not being done that should be to meet/exceed customer expectations?
Å Continue  т what is being done well that needs to continue while making other necessary changes?
Your feedback is critical for POA leadership to be able to identify the changes necessary to meet expectations.

The chart on the left shows that there has been a significant increase in survey responses  in July.  As can be seen in the chart on 
the right, that increase has been driven by the Golf department.

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 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%
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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 %

3.3% below 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

 

 

21% better than 
budget

13% better than 
budget
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$500,000

$1,000,000
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$3,500,000

TV PLAN vs ACTUAL EXPENSE

Plan Actual



TVPOA Operating Expenses 
(including Interest Expense & Depreciation)

ÅTotal Expenses including interest & 
depreciation: 21% favorable for 
July / 13% favorable for Total YTD

ÅWages/Benefits Better than Budget 
($1,254K / 14%) YTD т position vacancies 
attributing to the variance.  
ÅYear over Year Wages/Benefits $602K / 7% 

better
ÅMaintтLand & Streets (Paving) $1,128K,  

Bad Debt Exp ($55K), Contract Labor 
($30K),  Maint тWater Lines ($70K) favorable 
to budget.
ÅLegal Fees ($54K), Maint т Common Prop 

($132K), Board Exp ($130K) performing 
worse than budget 
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$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

13% better 
than budget

21% better 
than budget



 

 

#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

14% better than budget! 71% better than 
budget YTD

-3% worse than 
expectations
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TVPOA Gross Profit 
July 2026

Gross Profit =  Revenue - COS

ÅGross Profit result mostly on target 
with expectations for July but still 
better YTD                 

ÅYTD:  ($1,154K / 6% favorable 
variance).
ÅBiggest departmental variances are 

from Water/Sewer, Food & Bev, UTI, 
and Golf
ÅYear-over-Year results are below for 

the month (11%) and YTD (3%).
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TVPOA Subsidies
Golf / Recreation / Food & Bev / Marketing
July 2026

ÅSubsidies 71% better than 
planned through July YTD.
Å63% better than YoY results.
ÅGolf *, Rec, and Food/Bev all 

outperforming budget 
expectations.

* Excluding loss on disposal of Temporary Golf Pro Shop  $(300,000)
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71% Better than 
expected YTD
63% Better YoY



#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

155% better than 
budget

133% better than 
budget YTD



TVPOA Funds Available for Contribution to Reserves
July 2026

ÅJuly YTD avail for contribution to 
reserves: $7.18M 
ÅPlan $3.09M
ÅFavorable variance roughly $4M
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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RESERVE PLAN vs ACTUAL
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155% Better than 
expected

133% Better 
than expected 
YTD ($4,094K)
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Budget 0726
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#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

TVPOA has met the goal for the 
year, but continues to seek 
further efficiencies



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

Est. list of assets

Actual

?ĲƣĲƖůŔŰĲШÂ~в

Actual

9ƖĲċƣĲШÂ~в

Actual

Create PM SOPs

Actual

9ŸůůƨŰŔĦċƣĲƚв

Actual

Preventative Maintenance is on time, 
and  we are reviewing options for 
better tracking moving forward. 



#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:
- Toqua Pavilion 
- Toqua Beverage Cart 
- May Tanasi Opening Clothing 

sales
- Tanasi Simulator usage
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INNOVATION REVENUE

Actual Plan YTD

$18,272 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-July Revenue
ÅToqua Pavilion - $10,551 in Net Revenue
ÅIncludes all events, not just music / game nights

ÅToqua Beverage Cart - $3,258 in Net Revenue
ÅTanasi Grand Opening Scales Clothing Sales - $315 Net
ÅTanasi Simulator - $4,148 

#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
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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



#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 
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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

July included continued training in F&B; Golf: Pace Technology and 
Simulator 101, equipment and lightning safety training; Help Spot 

training for ACC, Public Works, Parks & Rec departments



#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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#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

Working with 
Compensation 
Committee to 
finalize and 

implement plan 







Questions?

2026 Tellico Village POA BSC & Business Plan 



Capital Requests



Room C HVAC Replacement

ÅPublic Works is requesting approval for the replacement of the 
HVAC unit in Room C at Chota Recreation Center. 
ÅRoom C is located adjacent to Room B in the lobby. Room C is 

approximately 470 sqft. and holds a variety of clubs and activities. 
ÅThe unit heats and cools room C as well as the front restrooms 

and part of the lobby and hallway. 
ÅThe condenser unit is outside next to the pool pump house. The air 

handler is in the attic above room C. The new units will be 
installed in the same place as the old units.



Room C HVAC Replacement

ÅExisting unit is a 3-ton split system, model year 2011
ÅPublic works sent out a request for bids to four contractors: 

Interstate Mechanical, East TN HVAC and Plumbing Inc, Action 
Heating and Cooling, and Smith Heating and cooling. Public 
Works received 2 bids back.

Interstate Mechanical $11,798

East Tn HVAC and Plumbing $12,250

Action Heating and cooling No bid 

Smith Heating and cooling No Bid 

Å The adopted 2026 budget includes $9,000.
Å Recommended Motion - Recommend the replacement of a 3 -ton HVAC unit for Room C 

at the Chota Recreation Center with the low bid of $11,798 to Interstate Mechanical.



Golf Maintenance August 
Funding Requests

Tanasi- Large Leaf Vac
Wells McClure

Director of Golf Course Maintenance



Tanasi т Large Leaf Vac

ÅWe are requesting to purchase 1 new Agrimetal 772 Leaf Vac
ÅBudget amount = $57,000
ÅRequest amount for Agrimetal 772= $55,781.18
ÅCurrently we have 1 large leaf vac at Toqua and 1 large Leaf Vac at Tanasi.  The current model 

of the Tanasi leaf vac is over 25 years old and lacks to storage capacity and power we need to 
keep up with the demand. 
ÅIt is our goal everyday during the fall to provide a clean surface for our golfers to enjoy.  In 

order to do this, we must send out multiple high-powered blowers, a small leaf vac and a 
large leaf vac to clean playing surfaces which span over 100 acres
ÅThe purchase of this model would allow us to not only pick up leaves as this machine is 

pulled behind a tractor, but it also has a hose attachment to help pickup large piles we 
accumulate either from our staff cleanup of the course or from large piles of leaves 
homeowners blow onto the golf course.  We do not condone homeowners blow their leaves 
onto the course as we are not equipped to handle the additional leaves, we prefer they go to 
the street where public works can use their more powerful hose style leaf vacs to pick up the 
leaves. 



Tanasi- Large Leaf Vac

ÅPurchasing this machine would allow Tanasi and Toqua to have a 
backup machine if needed or serve as a second machine at Toqua 
during peak leaf season. 
ÅDuring the months of October through January this machine 

would be used on the course daily to keep our playing surfaces 
clean of leaves and debris. 
ÅThis machine could also be used following windstorms during the 

growing season that blows debris onto the golf course.  



Tanasi- Large Leaf Vac

ÅI sent a bid with specifications to Bead Equipment, Smith Turf, and 
Ladds.  Beard Equipment and Ladds were the only ones that sent 
bids back. Smith Turf did not bid. 



Large Leaf Vac Quotes



Tanasi- Large Leaf Vac

Beard Equipment т Agrimetal 772 Smith Turf т Redexim Turf Tidy 5000

An added benefit to the Agrimetal is the hose attachment to use on piles. 
The turf tidy does not come with a hose attachment we would be necessary 
for our operation 







With the information provided above we would like to recommend the 
purchase of the Agrimetal 772 from Beard Equipment.

ÅBelow is a final updated spreadsheet of our capital for the year.  
This will be the last capital request for golf maintenance.  



Get Started

TELLICO VILLAGE FOOD & BEVERAGE
2026

Prepared by: 
Leadership Team

Fundin
g 
Reques
t
Toqua Kitchen & Bar Improvement request



Overview
As Toqua Bar & Grill continues to experience significant growth in both food & 

beverage salesɁdriven by increased resident traffic & the successful launch of 

breakfast service Ɂour current draft beer storage & dispensing system has become a 

limiting factor to operational efficiency.

This proposal recommends relocating keg storage into a dedicated refrigerated walk -

in cooler, installing a glycol draft beer system, and constructing a new outdoor walk -

in freezer for frozen product storage. Together, these improvements will increase 

storage capacity, improve beer quality, reduce product waste, protect a significant 

flooring investment & support continued growth for years to come.
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Protecting a New Flooring Investment

The flooring inside the existing walk-in freezer is scheduled to be replaced due 

to heavy damage caused by moving heavy beer kegs.

Current operations require employees to: 

Pull kegs across the floor

Push kegs into storage 

Drop kegs into position

This constant abuse has caused the current floor to warp and fail causing 

serious safety issues and possibility of falling for any staff working in the space

Without changing how kegs are stored, the new floor will eventually 

experience the same damage, resulting in another costly repair.

Current Challanges

Current Challanges

Learn More
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Limited Cold Storage Capacity

Restaurant volume has increased substantially due to: 

Breakfast service

Increased resident usage 

Higher beverage sales 

Seasonal demand

As sales continue to increase, we require more inventory on hand to avoid 

running out of product while still maintaining tight inventory controls.

Unfortunately, our current refrigerated space is occupied by both frozen food 

& beer kegs, limiting our ability to properly stock either.

Current Challanges

Current Challanges

Learn More

TV
F&B
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Existing Draft Beer System Issues
The current draft beer system has been assembled over time rather than 

designed as one complete system.

As a result, we regularly experience: 

Inconsistent beer pressure 

Excessivefoaming

Beer waste

Temperature fluctuations
Poor first -pour quality after slower periods 

Increased labor troubleshooting draft lines

These issues create unnecessary waste while providing a product that does 

not meet the level of quality our residents expect.

Current Challanges

Current Challanges

Learn More
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Proposed 
Solution 
Step 1

01. Construct a new Walk In Freezer

This freezer would house all frozen food inventory while making 

better use of the secured outdoor storage area that is not currently 

being optimized properly

TV
F&B CURRENT

PROPOSED



Proposed Solution Step 2

Proposed 
Solution 
Step 2

02. Convert existing freezer into a 

keg cooler.
Benefits include:

No more dragging kegs across new flooring 

Increased keg & cooler capacity

Easier organization
Better inventory management 

Reduced employee strain

TV
F&B



Proposed 
Solution 
Step 3

03.Install a 12-line glycol draft beer system

03. Install a 12-line glycol 

draft beer system

A glycol system continuously circulates chilled glycol around

insulated beer lines, maintaining beer at the proper serving

temperature from the keg all the way to the faucet .

Benefits

Consistent beer temperature 

Proper carbonation

Reduced foam

Less product waste 

Faster pours

Better guest experience 

Longer equipment life 

Reduced maintenance

TV
F&B



What is a 
Gylcol 
Draft Line 
System?

A glycol system continuously circulates chilled glycol around

insulated beer lines, maintaining beer at the proper serving

temperature from the keg all the way to the faucet .

TV FB
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What 
would it 
take?

Public Works has already reviewed plans and sees no concerning issues

Public Works has already reviewed 

plans and sees no concerning issues

Some electrical work would need to be done in order to have power

ran to the outdoor walk in freezer & to system for glycol system

The installation of the glycol and draft system would happen over a 2

day period . During this time, there is no need to close the restaurant,

all would happen before we open or not in view of guests

TV
F&B



What are
the other
benefits?

More Dry Storage that is currently at capacity

More Dry Storage that is currently at capacity

Beer & Wine would be stored cold instead of warm, 

keeping the shelf life longer & product is in better 

storage requirements

Cleaner look in line with Tellico Village values 

Beer waste would go down

Supports SalesGrowth

Additional refrigerated storage allows us to:

ɍIncrease inventory levels

ɍAvoid stock outages

ɍBetter support seasonal demand

Ultimately, it will protect the capital investment that is

the new floors scheduled to be installed the last week

of July

TV
F&B



What are
the other
benefits?

Strategic Pricing Advantage
One of the greatest long-term benefits of this investment is the ability to offer the most competitive draft beer pricing possible while protecting profitability.

Strategic Pricing Advantage
One of the greatest long-term benefits of this investment is the ability to offer the most 

competitive draft beer pricing possible while protecting profitability.

By improving the entire draft beer system, Toqua Bar & Grill will:

Reduce beer waste caused by excessive foaming & inconsistent line pressure.

Increase the yield from every keg by serving more sellable pints.

Maintain proper serving temperatures, ensuring consistent quality from the first pour to the 

last.

Increase cold storage capacity , allowing for more efficient inventory purchases & reducing 

the likelihood of stock outages.

Better position the restaurant to negotiate volume purchasing opportunities with 

distributors as sales continue to grow.

Together, these efficiencies lower the true cost of every pint sold.

Rather than losing profitability through waste & inconsistent dispensing, we can pass those 

operational savings on to our residents through more aggressive pricing, special promotions & 

seasonal draft features while maintaining healthy beverage margins.

This investment not only improves operations todayɁit creates a sustainable competitive 

advantage that allows Toqua Bar & Grill to remain one of the best values for draft beer in the 

Tellico Village community.

TV
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What would the end result look like

What would the 
end result look like
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