
PRELIMINARY FINDINGS AND RECOMMENDATIONS
GOVERNANCE, MANAGEMENT & OPERATIONAL 

ASSESSMENT



SUMMARY OF FINDINGS AND RECOMMENDATIONS RELATED 
TO BOARD AND MANAGEMENT OF TAHOE DONNER

• INTERVIEW WITH BOARD MEMBERS

• INTERVIEWS WITH DEPARTMENT HEADS

• CORE COMPETENCY EVALUATION ASSESSMENT TOOL

• BALDRIDGE SURVEY 0N BEST PRACTICES

• QUESTIONNAIRE COMPLETED BY BOARD & DH’S

• WEBSITE RESEARCH INTO POLICIES, BUDGET, INFORMATION

• OBSERVATION OF BOARD MEETINGS

• INDIVIDUAL CONVERSATIONS WITH BOARD & STAFF

• PERSONAL OBSERVATIONS AS A HOMEOWNER & CUSTOMER



TAHOE DONNER SURVEY ON 
LEADERSHIP, MANAGEMENT & 
OPERATIONAL BEST PRACTICES
40 QUESTIONS FROM 7 CATEGORIES 

1. LEADERSHIP

2. STRATEGY

3. CUSTOMERS

4. MEASUREMENT, ANALYSIS & 

KNOWLEDGE MANAGEMENT

5. WORKFORCE

6. RESULTS



Q2: OUR WORKFORCE KNOWS TAHOE DONNER'S 
"VISION". (WHAT SUCCESS LOOKS LIKE AND WHAT WE ARE 

TRYING TO ACCOMPLISH IN THE FUTURE)



Q3: OUR WORKFORCE KNOWS TAHOE DONNER'S 
"VALUES". (OUR GUIDING PRINCIPLES AND BELIEFS)



Q5: OUR LEADERSHIP TEAM CREATES A WORK ENVIRONMENT 
THAT HELPS OUR EMPLOYEES DO THEIR JOBS WELL.



Q38: OUR ORGANIZATION DEMONSTRATES HIGH 
STANDARDS AND PROFESSIONAL BEHAVIOR.



Q29: THE TAHOE DONNER WORKFORCE HAS GOOD PLANS AND 
PROCESSES FOR DOING ITS WORK EFFICIENTLY AND EFFECTIVELY.



Q30: OUR EMPLOYEES ARE ENCOURAGED AND EMPOWERED TO 
IMPROVE THEIR WORK PROCESSES WHEN NECESSARY & APPROPRIATE.

• ANSWERED: 35    SKIPPED: 1



Q6: OUR LEADERSHIP TEAM SHARES INFORMATION ABOUT 
ISSUES, CHALLENGES AND OPPORTUNITIES FACING TAHOE 

DONNER IN A TIMELY AND EFFECTIVE MANNER.



Q13: OUR EMPLOYEES KNOW WHO OUR MOST 
IMPORTANT CUSTOMERS ARE.

• ANSWERED: 35    SKIPPED: 1



Q18: OUR EMPLOYEES USE FEEDBACK AND INFORMATION 
FROM HOMEOWNERS AND CUSTOMERS TO MAKE CHANGES 

THAT IMPROVE THE EFFECTIVENESS OF THEIR WORK.

• ANSWERED: 35    SKIPPED: 1



Q32: THE PROGRAMS, SERVICES AND OPERATION OF TAHOE 
DONNER'S AMENITIES MEET INDUSTRY STANDARDS AND SERVICE 

EXPECTATIONS OF OUR HOMEOWNERS AND CUSTOMERS.



Q11: OUR EMPLOYEES KNOW HOW TO TELL IF THEY ARE MAKING 
PROGRESS ON THEIR TEAM'S PART OF TAHOE DONNER'S STRATEGIC PLAN.



Q9: OUR ORGANIZATION IS FORWARD THINKING 
AND ENCOURAGES NEW IDEAS AND INNOVATION.



Q23: OUR LEADERSHIP TEAM ENCOURAGES AND ENABLES OUR 
EMPLOYEES TO DEVELOP THEIR KNOWLEDGE AND SKILLS SO THEY 
CAN IMPROVE THEIR PERFORMANCE & ADVANCE IN THEIR CAREERS.



Q35: TAHOE DONNER HAS THE RIGHT PEOPLE WITH THE RIGHT SKILLS 
IN THE RIGHT JOBS TO DO ITS WORK EFFICIENTLY AND EFFECTIVELY.

• ANSWERED: 33    SKIPPED: 3



Q12: OUR ORGANIZATION IS FLEXIBLE AND MAKES 
CHANGES QUICKLY WHEN NEEDED.



Q36: OUR ORGANIZATION REMOVES THINGS THAT 
GET IN THE WAY OF PROGRESS AND SUCCESS.



Q27: OUR WORKFORCE IS COMMITTED TO TAHOE DONNER'S 
SUCCESS IN SERVING OUR HOMEOWNERS AND CUSTOMERS.

• ANSWERED: 35    SKIPPED: 1



Q40: OUR EMPLOYEES BELIEVE TAHOE DONNER IS A 
GOOD PLACE TO WORK.

• ANSWERED: 33    SKIPPED: 3



PRELIMINARY FINDINGS AND RECOMMENDATIONS RELATED 
TO FUTURE GENERAL MANAGER, BOARD OF DIRECTORS 

AND MANAGEMENT TEAM 



MOST IMPORTANT ROLES THAT GENERAL MANAGER 
PLAYS IN LEADING THE TAHOE DONNER TEAM.

• WORK WITH BOARD OF DIRECTORS

• CONDUIT BETWEEN BOARD AND STAFF

• PROVIDE INFORMATION ON OPERATIONS

• INTERPRET AND IMPLEMENT BOARD DECISIONS

• LEAD, GUIDE, DIRECT AND MANAGE OPERATIONS

• BIG PICTURE 

• PEOPLE SKILLS: CREATE & MOTIVATE TEAM

• BALANCE & ARBITRATE COMPETING INTERESTS

• GENERAL MANAGEMENT SKILLS

• DOING RIGHT THINGS IN THE RIGHT WAY

• FINANCIAL SKILLS & BUSINESS ACUMEN

• SPECIAL SKILLS

• PLANNING & DEVELOPMENT

• UNDERSTANDING OF OPERATING LARGE COMPLEX SYSTEM 



WHAT SKILLS OR COMPETENCIES ARE ESSENTIAL FOR THE 
GENERAL MANAGER TO HAVE?

• GOOD INTERPERSONAL SKILLS

• ABILITY TO BUILD COLLABORATIVE RELATIONSHIPS 

• RESULTS & FUTURE ORIENTATION

• POLITICAL SAVVY 

• ADAPTIVE & FACILITATIVE LEADERSHIP SKILLS

• CRITICAL THINKING SKILLS 

• ORGANIZATIONAL DEVELOPMENT APTITUDE

• ABILITY TO STRENGTHEN VISION & CULTURE



WHAT CRITICAL FUNCTIONS ARE 
UNIQUE TO THE GM THAT AREN’T 

PROVIDED BY OTHER TD 
MANAGERS?



THE BOARD/GM RELATIONSHIP IS DEPENDENT ON THE 
GM ACCOMPLISHING THE FOLLOWING:  

• PROVIDE INFORMATION ON MANAGEMENT & OPERATIONS 

• EDUCATE THE BOARD ON GOVERNANCE RULES & POLICIES

• DETERMINE DESIRED RESULTS AND DEVELOP WORK PLANS

• WORK WITH INDIVIDUAL BOARD MEMBERS EFFECTIVELY

• TAKE DIRECTION FROM THE BOARD AS A WHOLE.  

• PROVIDE STABILITY & MAINTAIN “BIG PICTURE” PERSPECTIVE

• ACT AS THE CONDUIT AND BUFFER

• ENSURE COMPLIANCE WITH GOVERNANCE POLICIES

• PROVIDE BRIEFINGS WITH PRESIDENT & BOARD MEMBERS



WITH TAHOE DONNER EMPLOYEES, THE GENERAL 
MANAGER SHOULD…

• BE A VISIONARY & INSPIRATIONAL LEADER

• RESEARCH, COMMUNICATE AND INTEGRATE IDEAS, INDUSTRY 

TRENDS  & BEST PRACTICES

• MAINTAIN GOOD RELATIONSHIPS AND ENSURE 

COLLABORATION WITH INTERDEPENDENT AGENCIES 

• ENSURE THAT ALL PARTS OF ORGANIZATION ARE COORDINATED 

IN DOING THE RIGHT THINGS IN THE RIGHT WAY

• BALANCE COMPETING INTERESTS

• ANTICIPATE & SOLVE THE PROBLEMS TD IS ABOUT TO HAVE

• OVERSEE EMPLOYEE DEVELOPMENT & DEPLOYMENT



WHAT DOES EMPLOYEE TEAM NEED & WANT FROM GM?

• A LEADER – EXPERIENCED, EMPOWERING & ADAPTABLE

• TIMELY COACHING: FEEDBACK, FOCUS & STRATEGY 

• INSPIRATIONAL CHAMPION OF TAHOE DONNER

• FOSTER INTERDEPENDENCE & COLLABORATION

• DELEGATOR WHO OPTIMIZES TALENT & CAPACITY

• CLEAR EXPECTATIONS OF DESIRED RESULTS

• GO BETWEEN WITH BOARD WHO’S GOT YOUR BACK

• FACILITATIVE LEADER THAT BUILDS CONSENSUS

• NAVIGATE PROBLEMS, RESOLVE COMPETING INTERESTS



WHAT DOES BOARD AND GM NEED FROM EACH OTHER?

• LEADERSHIP, ROLE CLARITY & BOUNDARIES

• BE A TEAM WITH MUTUAL RESPECT & TRUST 

• SHARED AGREEMENT ON DESIRED RESULTS 

AND STRATEGIES TO ACHIEVE THEM

• EMPOWERMENT TO DETERMINE “THE MEANS”

• RESPONSIVENESS & ACTION ORIENTATION

• TIMELY INFORMATION ON IMPORTANT ISSUES

• FISCAL RESPONSIBILITY & BUSINESS ACUMEN 



WHAT DOES TAHOE DONNER TEAM DO 
CONSISTENTLY WELL?

• EXCELLENCE IN PROGRAM, SERVICES & 

AMENITY OPERATIONS

• ADAPTING TO SEASONAL CHANGES & USER 

DEMANDS

• OUTSTANDING CUSTOMER SERVICE

• ATTRACTS & RETAINS GREAT EMPLOYEES

• ATTRACTIVE & WELL MAINTAINED FACILITIES

• HOMEOWNER RESPONSIVENESS



WHERE COULD TAHOE DONNER IMPROVE?

• ADHERENCE TO GOVERNANCE POLICIES & PRACTICES

• ESTABLISH PERFORMANCE EXPECTATIONS FOR GM

• RESEARCH & ADOPT BEST PRACTICES & INDUSTRY TRENDS

• A BOARD FOCUSED ON “ENDS” NOT “MEANS”

• STRONGER & SUPPORTIVE RELATIONSHIPS BETWEEN 

BOARD MEMBERS, COMMITTEES & MANAGEMENT TEAM

• BETTER AND MEANINGFUL COMMUNICATION 

• MORE EFFICIENT AND EFFECTIVE BOARD MEETINGS



WHERE COULD TAHOE DONNER IMPROVE?

• ESTABLISH & COMMUNICATE  CLEAR & MEASURABLE RESULTS

• UPDATE STRATEGIC PLAN WITH STRATEGIC OUTCOMES, 

OBJECTIVES, WORK PLANS, MEASUREMENTS AND METRICS

• GREATER EMPHASIS ON ORGANIZATIONAL DEVELOPMENT, 

GROWING TALENT AND SUCCESSION PLANNING 

• BUSINESS LIKE APPROACH AND BUSINESS PLANS FOR OPERATIONS

• IMPROVED INTERNAL COLLABORATION AND INTERDEPENDENCE 

• FUTURE ORIENTATION, PROACTIVITY & “PLAY OFFENSE”

• OPERATIONAL PRIORITIES ON CORE CUSTOMERS & FUNCTIONS 

• DEVELOP WORK PLANS IN EARLY SPRING TO PLAN THE BUDGET



REFINE TAHOE DONNER’S STRATEGIC PLAN

Vision

Mission & Values

Strategic Plan 
Outcomes

Strategic Objectives 

Outcome Measurements & Metrics

Work Programs & Implementation Plans



MOST IMPORTANT RESULTS INDICATE TAHOE DONNER IS 
BEING MANAGED & OPERATED SUCCESSFULLY 

1. SAFE COMMUNITY
THE TAHOE DONNER COMMUNITY IS SAFE; FIRE, ACCIDENTS & CRIME ARE PREVENTED, 

EMERGENCIES THAT THREATEN PEOPLE AND PROPERTY ARE RESPONDED TO QUICKLY AND CAPABLY 

AND THE PUBLIC IS EDUCATED ABOUT PERSONAL & PUBLIC SAFETY. 

2. QUALITY OF LIFE & RECREATION OPPORTUNITIES
HOMEOWNERS AND VISITORS BENEFIT FROM AN ABUNDANCE OF PUBLIC & PRIVATE AMENITIES, 

RECREATION PROGRAMS, SERVICES AND EVENTS THAT MAKE THE TAHOE DONNER COMMUNITY 

MORE HEALTHY, LIVABLE, BEAUTIFUL AND ENJOYABLE. 

3. FISCAL RESPONSIBILITY & SOUND FINANCIAL MANAGEMENT 
ASSESSMENTS FROM HOMEOWNERS AND REVENUES FROM PROGRAMS, SERVICES AND AMENITY 

OPERATIONS ARE RESPONSIBLY MANAGED TO ENSURE A BALANCED BUDGET, ADEQUATE FUNDING 

FOR SERVICES, CAPITAL IMPROVEMENTS AND ADEQUATE RESERVES FOR EMERGENCIES WHILE 

PROVIDING HOMEOWNERS AND MEMBER ACCOUNTABILITY AND TRANSPARENCY.



MOST IMPORTANT RESULTS INDICATE TAHOE DONNER IS 
BEING MANAGED & OPERATED SUCCESSFULLY 

4. NATURAL RESOURCES & ENVIRONMENTAL HEALTH
TAHOE DONNER PROTECTS, PROMOTES AND ENHANCES A HEALTHY & SUSTAINABLE NATURAL 

ENVIRONMENT THROUGH ACQUISITION, PRESERVATION AND PROTECTION OF OPEN SPACE, NATURAL 

RESOURCES AND WILDLIFE. TAHOE DONNER PROMOTES NATURAL RESOURCE CONSERVATION 

SUSTAINABLE LIVING PRACTICES WITHIN ITS ORGANIZATION AND HOMEOWNERS

5. WELL PLANNED, DEVELOPED & MAINTAINED INFRASTRUCTURE
TAHOE DONNER EFFECTIVELY PLANS, DEVELOPS AND MAINTAINS ASSOCIATION OWNED LANDS, TRAILS, 

INFRASTRUCTURE AND AMENITIES THAT ENHANCE QUALITY OF LIFE AND ATTRACTIVENESS OF THE TAHOE 

DONNER COMMUNITY.   

6. HIGH PERFORMING ORGANIZATION
TAHOE DONNER IS A GREAT PLACE TO WORK AND IS MANAGED IN AN EFFICIENT AND EFFECTIVE 

MANNER THAT MAXIMIZES RETURN ON INVESTMENT AND MEMBER SATISFACTION FROM ASSOCIATION 

ASSESSMENTS AND EARNED INCOME



MOST IMPORTANT RESULTS INDICATE TAHOE DONNER IS 
BEING MANAGED & OPERATED SUCCESSFULLY 

7. MEMBER COMMUNICATION & ENGAGEMENT 
HOMEOWNERS ARE INFORMED AND HAVE KNOWLEDGE AND APPRECIATION OF TAHOE DONNER 

PROGRAMS, AMENITIES AND SERVICES, AND HAVE THE OPPORTUNITY FOR MEANINGFUL INPUT INTO THE 

GOVERNANCE AND MANAGEMENT OF THE ASSOCIATION THROUGH STAFF AND THE BOARD.

8. COLLABORATIVE LEADERSHIP & STRATEGIC ALLIANCES
STRATEGIC ALLIANCES ARE DEVELOPED AND MAINTAINED WITH THE TOWN OF TRUCKEE, SPECIAL 

DISTRICTS,  UTILITY DISTRICTS AND OTHER PUBLIC AGENCIES THAT SERVE TAHOE DONNER AND OUR 

HOMEOWNERS.  

9. COVENANTS AND ARCHITECTURAL STANDARDS
TAHOE DONNER’S ESTABLISHED COVENANTS AND ARCHITECTURAL STANDARDS AND ADHERED TO 

THROUGH MEMBER EDUCATION, HOMEOWNER INSPECTION PROGRAM AND ENFORCEMENT PROCESSES 

AND PROCEDURES. 



STRATEGIC PLAN OUTCOME #1: SAFE COMMUNITY
THE TAHOE DONNER COMMUNITY IS SAFE; FIRE, ACCIDENTS & CRIME ARE PREVENTED, EMERGENCIES 

THAT THREATEN PEOPLE AND PROPERTY ARE RESPONDED TO QUICKLY AND CAPABLY AND THE PUBLIC IS 
EDUCATED ABOUT PERSONAL & PUBLIC SAFETY. 

STRATEGIC OBJECTIVES:

• SATISFACTORY LEVELS OF PUBLIC SAFETY,  EMERGENCY RESPONSE AND CRIME & FIRE PREVENTION ARE MAINTAINED 

IN TAHOE DONNER THROUGH RELATIONSHIPS AND AGREEMENTS WITH THE TOWN OF TRUCKEE FOR POLICE SERVICES 

AND THE TRUCKEE FIRE PROTECTION DISTRICT FOR FIRE SERVICES. 

• A PROACTIVE APPROACH TO MAINTAINING THE HEALTH OF TAHOE DONNER NATURAL RESOURCES IS ESTABLISHED 

FOR FIRE SAFETY THROUGH AN EFFECTIVE AND INDUSTRY LEADING: FOREST MANAGEMENT PLAN, HOMEOWNER 

DEFENSIBLE SPACE INSPECTION PLAN, INSURANCE INDUSTRY EDUCATION PROGRAM FOR HOMEOWNERS, SHORT AND 

LONG TERM PROGRAMS TO CREATE EARLY WARNING SYSTEMS AND SAFETY SYSTEMS AND BY WORKING 

COOPERATIVELY WITH NEIGHBORING PROPERTIES TO CREATE FIRE SAFE BUFFER ZONES

• NATURAL DISASTERS, INCLUDING FIRE EMERGENCIES ARE PREVENTED, MINIMIZED OR MITIGATED THROUGH 

COMMUNITY EDUCATION, AND ENFORCEMENT OF DEFENSIBLE SPACE REGULATIONS. 

• EMERGENCY PREPARATION, RESPONSE AND RECOVERY PLANS ARE DEVELOPED AND IMPLEMENTED FOR NATURAL AND 

MAN-MADE DISASTERS AND EMERGENCIES.

• COMMUNITY INVOLVEMENT, EDUCATION AND PARTNERSHIPS ARE EXPANDED AND ENHANCED TO INCREASE THE LEVEL 

OF PUBLIC TRUST AND KEEP THE COMMUNITY SAFE.

• WORK COOPERATIVELY AND COLLABORATIVELY WITH NEIGHBORING PROPERTIES AND LAND OWNERS (USFS, 

TRUCKEE DONNER LAND TRUST, 7CS, ETC.)  TO CREATE FIRE SAFE BUFFER ZONES,  ENCOURAGE FUELS MANAGEMENT 

AND SUPPORT EXISTING EFFORTS IN LARGE SCALE LANDOWNER FIRE HAZARD MITIGATION PROJECTS AS ORGANIZED 

IN EMERGING CONSORTIUM ARE INTERTWINED AND COORDINATED. 







HOW SHOULD TD MEASURE SUCCESS? 



EXAMPLE OF BALANCED SCORECARD TARGET METRICS

FINANCIAL

• GENERATE $600,000 IN INCOME FROM ALL SOURCES FOR AQUATICS PROGRAMS & FACILITY OPERATIONS.

• ACHIEVE A 100% COST RECOVERY OF DIRECT EXPENSES THROUGH PROGRAM FEES FOR SWIMMING LESSONS

• ACHIEVE A 60% COST RECOVERY OF DIRECT EXPENSES THROUGH ADMISSION AND PASS FEES FOR PUBLIC SWIM

BUSINESS PROCESS - EXECUTION

• ANNUALLY BENCHMARK AQUATICS FEES & CHARGES WITH SIMILAR INDOOR/OUTDOOR POOL COMPLEX

• 80%COMPLIANCE WITH QUALITY ASSURANCE PERFORMANCE STANDARDS THROUGH BI-WEEKLY AUDITS

• ACCIDENTS & INCIDENTS REVIEWED AND DEBRIEFED  THROUGH AFTER ACTION REVIEW

CUSTOMER  - UTILIZATION & SATISFACTION

• REGISTER AND TEACH 2,000 CHILDREN IN SWIMMING LESSONS EACH SUMMER SEASON

• GENERATE 250,000 VISITS TO THE AQUATICS COMPLEX 

• ACHIEVE AN OVERALL PROGRAM SATISFACTION RATING OF “GOOD TO EXCELLENT” BY 85% OF SWIMMING LESSON PARTICIPANTS 

• 80% OF AQUATICS COMPLEX VISITORS INDICATE THEY WOULD “RECOMMEND THE COMPLEX TO FRIENDS AND FAMILIES.”

• 80% OF THE VISITORS TO THE AQUATICS COMPLEX RATE THE APPEARANCE AND CLEANLINESS OF THE FACILITY AS EXCELLENT. 

• 90% OF CUSTOMERS WHO REGISTER FOR AQUATICS PROGRAMS RATE THE PROCESS AS CONVENIENT AND EASY. 

• ADMINISTER AND EVALUATE CUSTOMER SATISFACTION SURVEYS WITH SWIMMING LESSONS, PUBLIC SWIM AND FITNESS.  

LEARNING AND GROWTH

• PROVIDE 40 HOURS OF TRAINING FOR EACH EMPLOYEE PROVIDING LIFEGUARD AND SWIMMING INSTRUCTOR SERVICES IN 

ACCORDANCE WITH STATE LAW, RED CROSS STANDARDS AND OTHER APPROVED STANDARDS AND PRACTICES.

• BI-ANNUALLY CONDUCT A RISK MANAGEMENT AND OPERATIONAL AUDIT OF THE AQUATICS COMPLEX BY AN INDEPENDENT  EXPERT.



QUESTIONS, COMMENTS & 
OBSERVATIONS


