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SIAC

SIAC Public Meeting Agenda

• SIAC Members & Charter
• 2026 Meeting Schedule
• Ratify January Meeting Minutes
• 2025 Goals Updates
• 2026 Potential Goals
• Public Input
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SIAC 2026 Members
Guy Calkins
Cheryl Huber
Virginia Kendrick – Vice Chair
Bruce Palansky – Administrator
Ted Sherry
Otto Stutz - Chair
John Villa
Board Liaison - Joel Reed
TV POA GM
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New 2026 members in italics



SIAC

• Advisory committee appointed by POA Board
o Seven volunteer residents
o Workshop sessions twice monthly
o Quarterly public meetings

• Reports directly to the Board
• Key elements of the new Charter:

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

o Additionally:
o Assist in annual update and implementation of the Balanced Scorecard

o Survey Property Owners and Employees
o Assist in the development of Balanced Scorecard metrics and initiatives
o Aid other Advisory Committees and Depts in improving processes and efficiency

o Participate on Board directed ad hoc committees, as directed
o Ensure seamless and common strategic focus across all efforts

o Coordinate with the TVPOA and Timeless Tellico Foundation
o Identify and prioritize future property owner focused, improvement throughout 

Tellico Village
4

SIAC Charter changes:
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2026 SIAC Meeting Schedule
Public Quarterly Meetings
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SIAC Public meetings are quarterly on the 4th 
Thursday of the month. All meetings held at 
9:00 a.m. in POA Conference Room.

ü January 22, 2026

ü April 23, 2026

• July 23, 2026

• October 22, 2026
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Ratify SIAC January Meeting Minutes

• Previously approved via email
o Vote to ratify

6 SIAC Public Meeting 04232026



SIAC
SIAC Public Meeting 042320267

2025 LRPAC Goals (Complete)
• Continue strategic long-range facilities plan and 

utilization forecast
ü Parks & Recreation –Delivered February Board Meeting
ü Marinas – Delivered October Board Meeting
ü Parking – Data complete. Results submitted to the Board and 

GM in February
• Produce comprehensive benchmark vs. other 

communities
ü Report presented at September Board meeting

• Develop Balanced Scorecard Prototype
ü Draft delivered to Board & GM
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2026 SIAC Goals
• Assist in annual update and implementation of the 

Balanced Scorecard

• Participate on Board directed ad hoc committees, as 
directed.  Potentially:
o Property Owner Satisfaction Survey
o Customer Experience Survey 
o Process Efficiency Improvements
o Preventative Maintenance
o Innovation
o Employee Engagement and Satisfaction Survey
o Customer Focused Training 
o Food Service Employee Retention

• Coordinate with the TVPOA and Timeless Tellico 
o Help develop Foundation funding sources and assist in identifying 

future, property owner focused enhancements throughout Tellico 
Village
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PLANACT

DOCHECK

• Establish Ad-Hoc Property Owner (PO) Committee 

• Survey completed 

• Mail 50 unique Property Owners/month 

• Report PO results monthly at BOD meetings 

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

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

• Monthly surveys received and summarized for 
initial report at May BOD meeting 5/20/26

70%

90%

Apr May Jun Jul Aug Sep Oct Nov Dec

PO SATISFACTION RESULTS

Actual CS Satisfaction %

12/31/20251/20/20262/9/20263/1/20263/21/20264/10/20264/30/2026

Est Ad-Hoc team

Actual

PO Survey Completed

Actual

Present Survey

Actual

Monthly Surveys sent

Actual send

Report PO results

Project ahead of 
schedule

2026 Property Owner Satisfaction 
Survey

#1
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Average 3.9
Std Dev 0.9
Top 2 Box 77%
Net Favor 70%

Average 3.8
Std Dev 1.1
Top 2 Box 69%
Net Favor 56%

Average 3.3
Std Dev 1.1
Top 2 Box 48%
Net Favor 22%

Average 3.6
Std Dev 0.9
Top 2 Box 61%
Net Favor 51%

Infrastructure, Maintenance and Operations.

POA Amenities and Activities.

POA Fees and Costs

POA Operations (Depts.)

SIAC Public Meeting 0423202610

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

Reponse No.
Very Dissatisfied 1
Dissatisfied 2
Neutral 3
Satisfied 4
Very Satisfied 5
NA NA

Net Favorability Pct
Very Strong 60 3.0
Solid 30 1.5
Mixed 0 0.0
Opposition

Top 2 Box Pct
Good 80 4.0
Fair 65 3.3
Bad

Average Pct Pts
Good 85 4.3
Fair 75 3.8
Bad

2026 Property Owner Satisfaction 
Survey (196/1100 Responses)

#1



SIAC

PLANACT

DOCHECK

• CS Committee develops survey process including  2/27/26
all tangible by end of February 

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

• Monthly survey officially starts in April 4/1/26

• CS Committee collects surveys and 5/10/26
summarizes for April BOD meeting 

• GM reports results at monthly BOD meeting 5/15/26

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 

70%
Apr May Jun Jul Aug Sep Oct Nov Dec

CUSTOMER EXPERIENCE SATISFACTION 
RESULTS

Plan CS Satisfaction % Actual CS Satisfaction %

12/1/20251/10/20262/19/20263/31/20265/10/20266/19/20267/29/2026

Est Ad-Hoc team
Actual

CES Survey Completed
Actual

Monthly CSE surveys begin
Actual

Report CSE results
Actual
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2026 Customer Experience Survey#2
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The 2026 Goal for each department is an overall result of 85% respectively.

The Customer Satisfaction Survey has been running as a Beta test since late January for the 3 Departments shown below.  
Starting in May, the Beta test is ending and surveys for Public Works and the POA Offices are being added.

Resident verbatim responses are shared with the respective directors each month.

77.5%

86.6%

76.1%

70.0%

80.0%

90.0%

100.0%

Quality Service Value

Customer Satisfaction - Restaurants 
(February 2026 – 106 Surveys)

Overall 
Score 

= 80.1% 84.8% 84.8%

96.2%

70.0%

80.0%

90.0%

100.0%

Condition Pace Staff

Customer Satisfaction - Golf 
(February 2026 – 42 Surveys)

Overall Score 
= 88.6% 87.1%

92.5%
88.6%

70.0%

80.0%

90.0%

100.0%

Cleanliness Staff Equipment

Customer Satisfaction -  Parks & Rec 
(February 2026 – 56 Surveys)

Overall Score 
= 89.4%

79.4%

91.8%

80.4%

70.0%

80.0%

90.0%

100.0%

Quality Staff Value

Customer Satisfaction – Restaurants
(March 2026 – 100 Surveys)

Overall Score 
= 83.9%

81.7%
75.0%

93.7%

70.0%

80.0%

90.0%

100.0%

Condition Pace Staff

Customer Satisfaction – Golf
(February 2026 – 60 Surveys)

Overall Score 
= 83.7%

84.5%

90.3% 90.3%

70.0%

80.0%

90.0%

100.0%

Cleanlines Staff Equipment

Customer Satisfaction – Parks & Rec
(March 2026 – 31 Surveys)

Overall Score 
= 88.4%

Fe
br
ua
ry

M
ar
ch

2026 Customer Satisfaction Survey 
Results

#2
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$60,000

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
$0.00

$50,000.00
$100,000.00
$150,000.00
$200,000.00

CI  Savings (Annual) 

PLANACT

DOCHEC
K

Expected Results:
Insert planned recovery graph(s)

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

• GM & BOD establish volunteer CI team plus 
minimum 3 processes for study 1/16/26

•  CI team develops CI schedule, lean process and 
presents at April BOD meeting CI team updates 4/15/26

• PDCA deck monthly the 2nd Friday of every month 
showing project progress plus results 4/10/26

• Internal workshop on Fleet and preliminary investigations   4/14/26

• 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

• Collection Efficiency efforts by Beth Kuberka and Jessica Johnson 
are anticipated to decrease legal expenses by more than 
$5,000/month.  

• Actual results will be reported starting with the March financials.

Initiatives TBDCollection
s 
Efficiency

2026 Process Efficiency Improvements#7
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Processes – Actively Being Studied
• Collections

oReview completed, actions taken, verification/check pending March invoice receipt

• Vehicle Fleet
oAverage annual miles driven per vehicle collected 

§ ~15,000 miles per year per vehicle
§ Ranges from ~5,000 – 35,000 miles per year 

oNext Steps: 
§ Determine "day in the life" activities of high mileage vehicles
§ Understand processes that are contributing to mileage expenditure
§ Are there "unneeded" miles being driven?  (Help mitigate the impact of rising gasoline prices.)

• Contract Labor (6511)
o$650K annual expenditures ($500K in 2024)
o What work is being performed?  Why the 30% increase?

• Telephone (6244) (includes phones, broadband, TV, etc.)
o$266K annual expense for telecommunications
oAre there opportunities to reduce unneeded services or service levels?

• Electricity (6601)
o$712K annual expense for electricity.
oUnderstand energy consumption profiles.  Are there processes in place to manage this?

Processes – Preliminary Investigation / Questions

SIAC Public Meeting 0423202614

2026 Process Efficiency Improvements#7
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PLANACT

DOCHECK

Expected Results:
Insert planned recovery graph(s)

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

• POA creates PM Standard Operation Procedures
for all asset PMs 4/30/26

• GM communicates to all POA staff and TV
residents 5/20/26

• 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

1/1/20261/21/20262/10/20263/2/20263/22/20264/11/20265/1/2026

Est. list of assets

Actual

Determine PM intervals

Actual

Create PM checksheet

Actual

Create PM SOPs

Actual

Communicates PM Program

Actual

Preventative 
Maintenance on 

time 

#8 2026 Establish Preventative 
Maintenance Program
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• Attached is an example of the golf preventative maintenance checklist at Kahite  

2026 Establish Preventative 
Maintenance Program

#8
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PLANACT

DOCHECK

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

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

Ø Implement &  test new programs checking for 5/1/26 – 
net cost improvement and customer satisfaction 7/1/26

• Report annualized net revenue dollars for each 6/12/26               
new program 

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

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

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

estimated net revenue target
ü 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

Toqua Gross:
St. Patricks Day
Music Nights

Toqua Gross:
Singo
Music Nights

SIAC Public Meeting 0423202617

2026 Innovate New Programs#9
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Status
• Numerous programs in development within and across departments

o  Few examples:
oOperation 36 (Golf)
oPickleball Tournament/Tanasi Opening (FS support of Golf/Rec)
oYacht Club catering menu in development (FS)
oTellico Village Amenity Explorer Bingo card development (All)
oGroup Personal Training sessions (Wellness)
o “Play Better, Hurt Less” training (Wellness/Golf)
oDate Night offerings (FS/YC)
oMusic and Game Nights (FS/Toqua)
oMore…….

Toqua
• David, Reece and the Toqua staff have already implemented Music and Game nights at the 

Pavilion
• Results encouraging

oMusic Night/St. Patty’s Day/March Madness - March – (~500+ people/$3300+ Gross)
oMusic and Game Nights – April to date – (~800 people/$7400)
oMore to come……

• Potential Unintended Consequences
oThursday Music nights take business from YC (Pasta / ½ price bottle of wine & music offered 2 nights in a row)

oWednesday music at Toqua might be a better fit.  Used to have Monday music nights at Tanasi

SIAC Public Meeting 0423202618
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PLANACT

DOCHECK

ü Establish Employee Satisfaction (ES) team

ü Complete confidential ES Survey and present to BOD 
for approval 

Ø Conduct ES Survey for 50% of  FT/PT POA employees 3 
months apart

• Report ES results at BOD meeting

ü Complete confidential ES Survey               3/11/26 3/31/26

ü Present and request BOD approval            3/18/26 4/15/26

ü Survey 50% unique FT/PT POA employees4/17/26 5/1/26
     8/1/26

Ø Brief BOD/GM/Dept Heads                                         5/8/26

Ø Feedback to Employees (w/action plans)                5/29/26 
 

50%
60%
70%
80%
90%

100%

EMPLOYEE SATISFACTION 
RESULTS

Actual ES Survey %

BRIEFS IN
 

WORK – 

4/17-5/29

SIAC Public Meeting 0423202619

2026 Employee Engagement and 
Satisfaction Survey

#11
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Status
•Thirteen in-person survey sessions completed through 4/10

o > 50% of the Employee complete (200 of 387 total FT/PT/S Employees)
oBriefed Balanced Scorecard TVPOA Strategic Objectives prior to survey commencement

o Very well received and appreciative that their thoughts are being sought
o Most qualitative comments appear constructive and actionable
o Frank discussions / focus sessions have ensued upon survey completion

oAlready identified and corrected several uncovered issues

Way Ahead
•Continue to encourage survey completion

o Working alibi session plan 4/13 -4/17
Ø Prepare Brief to BoD/GM/Dept Heads – 4/17-24
•Deliver separate briefs to BoD, GM/Dept Heads – 4/27 – 5/8

o Focus on action plans
•Feedback to Employees – 5/26-29

SIAC Public Meeting 0423202620

2026 Employee Engagement and 
Satisfaction Survey

#11
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PLANACT

DOCHECK

Expected Results:
Insert planned recovery graph(s)

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

• 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

• Select best customer focused training programs 2/28/26

• POA Directors complete customer focused training 3/31/26
and select best employee training programs with
Ad-Hoc training team and communicates 

• Recommend customer focused training monthly 5/1/26
for 15% of employees 

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

50%

100%

Sep Oct Nov Dec

CUSTOMER FOCUS RESULTS

Planed Audit results % Actual Audit results %

12/1/20251/20/20263/11/20264/30/20266/19/20268/8/20269/27/2026

Est. Ad-Hoc Team

Actual

Select Best Training

Actual

Director Training

Actual

Monthly Employee Training
Actual

Random Audits

SIAC Public Meeting 0423202621
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Building a customer focused organization is an ongoing process that builds upon the foundation set by each 
prior stage.  The following are examples of each stage of development.  These behaviors apply at every level 
of the organization from the GM on down.

CRAWL WALK RUN
Basics of customer interactions
• Put a smile in your voice
• Salutation when someone enters, examples
• Office - “Welcome to the POA offices today.”
• Restaurant – Hostess: “Welcome to 

<restaurant name>. I hope you enjoy your 
meal with us today.”

• Wellness Center – “Welcome, I hope you 
have a good workout today.”

• Public Works – If the resident is home, 
introduce yourself before you begin work.  
“Hello, I am <name> and this is my partner 
<name>.  I understand you have an issue with 
<what is the service call regarding>.  Do you 
have any questions before we start?”

• Introduce yourself at every customer interaction
• Ask “How can I help you today?”
• Stop hiding in the back (restaurant staff, golf 

pros)

Advanced customer interactions
• Demonstrate empathy
• Recap interaction, examples
• Office -  “Is there anything else I can help you 

with today?” 
• If yes, continue to service.
• If no, “To confirm, we took care of ‘X’ today.  

If you have additional needs,  we are here to 
help you.”

• Restaurants -  “I hope you enjoyed your meal 
today.  Can I get you anything else 
(opportunity to offer upsell of desert, after 
dinner drink, etc.)?”
• If  yes, continue to service.
• If no, “Please have a good (day, afternoon, 

evening).  I would ask that you please take a 
moment to complete our customer 
feedback survey to let us know how we did 
today.”

• Public Works – 
• If resolved: “I just wanted to let you know 

that we took care of <what is the service call 
regarding?>.  If you have any additional 
problems, please give us a call and we’ll 
come back out.”

• If unresolved: “We need to get additional 
parts.  We should be out by <give day or 
time> to complete the work.”

Predicting the Recommended Next Action (RNA)
•What is the RNA for the customer based on the 

current interaction. Examples
• Offices 
• Initial interaction: Resident is renewing their 

marina slip contract
• RNA:  “I see that we have your proof of 

insurance and that it expires in June.  Please 
remember we will need a current copy when 
you renew the insurance.”

• Golf 
• Initial interaction: “I hope you have/had a 

great round today.”
• RNA:  “While you’re here, would you  like to 

reserve your next tee time?”

Recognizing past interactions
• Know your customer – What was their last problem, 

when was the last time they were at an amenity 
(note: this will not always be possible depending on 
the amenity and interaction).

• Name tags/badges for every employee
• Name plates on every office/desk
• Train the Trainer – select one or two in each 

department who will train the employees in their 
respective department

• Employees receive training on defusing difficult 
customer  interactions.

• Make entrances appealing and friendly (example, 
get rid of windows at the POA offices and replace 
with pony walls with counter tops)

• Consider working with ITAC to develop a database 
on customer interactions – example data
• Name
• Last interactions 
• What was the issue (Public Works, offices, 

etc.)
• When were they last at the amenity

Ex
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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

 

• Complete 5 Principles of Problem Solving (5P) 2/28/26
for high FS turnover 

• Implement corrective action C/Ms and test for 3/1/26
3 months 

• 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%
100%

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

FS EMPLOYEE TURNOVER

Plan Turnover % Actual Turnover %

Linear (Plan Turnover %)

12/1/20251/20/20263/11/20264/30/20266/19/20268/8/20269/27/2026

Est. Ad-Hoc FS Team

Actual

Complete 5P

Implement & Test C/M

Adjust C/Ms and test

Standardize C/Ms

ON HOLD
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2026 Improve Food Service Employee 
Retention

#13



SIAC

Public Input
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