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CONCESSIONER EMPLOYEE HOUSING - APARTMENTS

Description — This classification consists of Concessioner-provided apartment-type

employee housing. All apartments have a private bathroom. An apartment housing unit

also contains a kitchen, complete with a stove, refrigerator and sink. An apartment housing

unit may also come equipped with individual laundry hookups with provided washer/dryer

equipment. Apartments may also include a central laundry facility, either within an
apartment building, or in a separate central building. Typically, apartment units are grouped
together in a single building or cluster of buildings.

FACILITY STANDARDS

A,B,C
Ranking

Primary
Focus
Area

Standard
Number

A. Apartment Building — Exterior

Building Structure — Building exteriors are maintained in good
condition and in a state of good repair at all times. Exterior
surfaces are painted or treated to prevent deterioration.

Painted surfaces are free of peeling paint, soil, and obvious
cracks in masonry. Roofs are maintained with no missing tiles or
shingles. Gutters and downspouts are maintained and kept
clean to prevent overflow, especially at building entrances.
Rooftop ventilation and other systems are in good repair.

cC

Landscaping/Grounds — Landscaping conforms to park
standards. Noxious weeds and invasive plants are removed in
coordination with the designated NPS integrated pest
management coordinator and in accordance with an approved
landscape plan. Grounds are continuously monitored to remove
debris and trash from exterior structure areas and from
shrubbery and landscaped areas. Appropriate drainage is
maintained to keep water from collecting against buildings.

CcC

Parking — Adequate parking space for employee automobiles,
bicycles, etc., are provided. The parking area is paved and
clearly marked with stripes or other clearly visible method of
designating spaces, clean, and free of refuse and obstructions.
Accessible spaces are properly and prominently designated. All
parking areas, curbing, concrete bumpers, and driveways are
well-maintained and free of excessive cracking, crumbling, holes,
or unsightly repairs. Prolonged storage of employee vehicles is
not permitted and any abandoned vehicles and bicycles are
removed. No vehicle maintenance or repair is allowed in
employee housing area parking lots.

CcC
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Pathways, Sidewalks, Ramps, Steps and Stairs — All pathways,
sidewalks, ramps, steps, and stairs are unobstructed and free of
debris, snow, and ice. These areas are maintained in good
repair, free of excessive cracking, crumbling, holes, or other
tripping hazards, with well-maintained hand railings.

LS

Lighting/lllumination — All entrances, pathways, sidewalks,
steps, stairs, facades, and signage are adequately and
appropriately illuminated to indicate the entrance to the
apartment area so that employees can identify the building and
safely navigate to it. Lighting complies with NPS Night Sky
requirements. Down-lighting is preferred on tall structures or
post lights. Energy efficient bulbs are used in all fixtures, if
feasible.

LS

Public Signs — Public signage for which the concessioner is
responsible are appropriately located, accurate, attractive, and
well-maintained. Permanent signs are professionally designed
and produced, consistent with NPS standards, and appropriate
for the purpose they serve. The Superintendent has approved
signs prior to installation. Temporary signs are computer-
generated, laminated, and professional in appearance. Exterior
neon signs are not permitted.

VS

Site Utilities, Equipment and Delivery Area — All service areas
and equipment such as above ground tanks and HVAC systems
are adequately marked and maintained in a neat and orderly
manner. Fencing or screening is not required, however, all
service areas not fenced or screened are well-kept and litter and
debris removed.

CcC

Garbage and Trash/Recycling/Composting — Trash containers
are conveniently located and in sufficient quantity to handle the
needs of the site. Dumpster drain holes are plugged to prevent
liquids from draining onto the site. Waste does not accumulate
to the point that trash containers overflow. Refuse is stored in
covered, waterproof receptacles that comply with all relevant
construction standards (such as bear and wildlife proof). All
market available recyclable products are collected and recycled.
Provided compost collection areas are clean and orderly.
Central refuse collection sites are screened from public view.

RP

Fences and Walls - All fences and walls are kept free of
vegetative overgrowth and well maintained.

cC

10

ADA Accessibility — Buildings and areas meet the requirements
of the Americans with Disabilities Act and all other applicable
laws related to accessibility.

AL
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B. Apartment Buildings — Interior

Common Areas — Includes Hallways, Recreation Areas,
Lounges, Laundry)

11

Furniture and Fixtures — Concessioner provided furnishings are
clean and in good condition. Furniture is inspected, repaired or
replaced on a scheduled basis to eliminate furniture that is
unsafe. Furniture is routinely inspected and treated if evidence
of rodents and bedbugs are found.

cC

12

Corridors/Ramps/Stairs — Corridors, ramps and stairs are kept
clean, uncluttered and well lighted. Treads and landings have
non-slip surfaces.

LS

13

Walls/Ceilings/Flooring/Carpet — Walls and ceilings are clean,
free of defects such as cracks, breaks, torn coverings, mold,
mildew, stains, and cobwebs. Floors and floor coverings are
clean, untorn and free of litter, stains and in good repair.

CcC

14

Window Coverings, Draperies and Shades - Windows and doors
are free and clear of inappropriate obstacles such as bed sheets,
paper, cardboard, wood or other materials that are used to
block out light that impose a negative aesthetic appearance to
the building exterior. All window coverings including draperies,
blinds and shades, are cleanable and designed to provide for
employee comfort. Draperies open and close with cords or pull
wands. Drapery and blind cords are installed to minimize
choking hazard to children. Drapery rods are firmly fastened to
wall or ceiling, properly strung, and in good operating condition.

CcC

15

Ceiling Fans - Ceiling fans and blades are clean, free of insects
and debris and in working order.

VS

16

lllumination - Lighting fixtures are clean and in working order,
with no burned out bulbs. Hallways and corridors are
sufficiently illuminated for employee safety upon
entering/exiting from rooms. All florescent bulbs are covered
with a protective casing.

VS

17

Trash/Recycling and Litter Control - A sufficient number of trash
and recycling cans are conveniently located and in sufficient
guantity to handle the needs of the site. Separate containers for
recyclable and compostable items are provided and clearly
marked. Containers are routinely inspected and emptied as
needed. Waste does not accumulate in trash containers to the
point of overflowing.

RP

18

Ventilation/Climate Control -Common areas are adequately
ventilated with working climate controlled thermostats or other
methods used to heat or cool public spaces. Public spaces are
maintained at a temperature consistent with employee comfort.

VS
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19

Emergency Lighting/Exit Lights/Emergency Exits — Exit lights on
permanent structures are on emergency circuits and in
operation at all times. Emergency exits in all areas of the facility
are adequately marked and unblocked.

LS

20

Fire Extinguishers — Accessible fire extinguishers suitable for use
on anticipated type of fires are located in each building, visibly
displayed, appropriately signed with proper, up-to-date
operating instructions, and visible inspection certificates or tags.

LS

21

Fire Alarms and Pull Boxes — Fire alarms and pull boxes are
visible and accessible to employees.

LS

22

Carbon Monoxide Detectors - Carbon Monoxide (CO) detectors
are operating and present in all hallways or other public areas
adjacent to those that incorporate gas or oil powered heating
equipment (laundry rooms) or public areas with fireplaces, etc.
Hard-wired detectors are preferable over plug in portable units.
When battery-operated detectors are used, they are tested
monthly and batteries replaced at least yearly.

LS

23

Ice/Vending —Ice/Vending machines are in good working order
and well-maintained. An approved scoop with a handle that is
seamless and without cracks is provided for each bib-type ice
machine or chest. Signage on the machine either relates to park
interpretive themes or is generic in nature. Any machines
temporarily out-of-service or out-of-service for the season has
computer-generated signs directing visitors to the closest
functioning unit. All machines that accept currency accept the
Presidential $1 coin. Any change machines which accept $5
dollar bills or higher denominations are able to dispense $1 coins
in change. Each coin vending machine has signs and notices
posted on the machines denoting the acceptance of the
Presidential $1 coin.

VS

24

Chemical and Equipment Storage - All chemicals, supplies and
equipment used in the cleaning and maintenance of employee
rooms and public areas are stored per manufacturer's
recommendations. All chemicals are stored in properly marked
containers. Current Safety Data Sheets (SDS) are accessible and
known to all employees.

LS

C. Rooms/Units

Fire/Life/Safety

25

Building/Room Numbers - Each employee housing
building/apartment unit is numbered with easily distinguishable,
uniform numbers.

Vs

26

Entry and Other Exterior Door Security - All employee housing
units are equipped with a locking device. Doors have a double
locking system from the inside. Entry doorways are sufficiently

LS
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illuminated to allow easy access. Door locks and hardware is
regularly inspected for easy, efficient operation and good
appearance. Any sliding doors are equipped with a hook lock
built-in within the door handle, as well as a secondary locking
device. Any French doors have surface-mounted slide bolts at
top and bottom to secure the stationary/auxiliary door. Striping
or other mechanisms is applied to French Doors and sliding glass
doors at eye level. The secondary locking device may be a safety
bar (charley bar), a sliding door deadbolt or pin-type lock.

27

Keys - Appropriate keys are provided to employees to their
residence upon move-in. If lost, employees will cover the cost of
new keys and new locks in order to protect the safety of the
building.

VS

28

View Ports - For units without side windows or doors without
windows, one way view ports, mounted 5 feet above the floor
are provided on entrance doors.

LS

29

Directional/Emergency - For all interior corridor rooms, required
directional, emergency exit and evacuation and safety cards
indicating where individual employee rooms are located are
prominently displayed on the back of each employee room door
or adjacent to the front door area. Exterior corridor rooms have
similar signage as appropriate.

LS

30

Smoke Detectors — A working, single-station hard wired smoke
detector is provided in each employee room. Hard-wired
smoke detectors are preferred. Any battery-operated detector
is tested monthly and batteries replaced at least yearly.

LS

31

Fire Extinguishers — If provided, accessible fire extinguishers
suitable for use on anticipated type of fires are located in each
apartment, visibly displayed, appropriately signed with proper,
up-to-date operating instructions, and visible inspection
certificates or tags.

LS

32

Carbon Monoxide Detectors - Working carbon monoxide (CO)
detectors are present in all apartments that incorporate gas or
oil powered heating equipment or rooms with fireplaces, etc.
Hard wired CO detectors are preferred. Any battery-operated
detector is tested monthly and batteries replaced at least yearly.

LS

Furniture, Fixtures and Equipment

33

Walls/Ceilings/Flooring/Carpet — Room walls and ceilings are
clean, free of defects such as cracks, breaks, torn coverings,
mold, mildew, stains, and cobwebs. Floors and floor coverings
are clean, untorn and free of litter, stains and in good repair.

cC

34

Window Coverings, Draperies and Shades - Windows and doors
are free and clear of inappropriate obstacles such as bed sheets,
paper, cardboard, wood or other materials that are used to
block out light that impose a negative aesthetic appearance to
the building exterior. All window coverings including draperies,

cC
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blinds and shades are cleanable and designed to provide for
employee comfort. Draperies open and close with cords or pull
wands. Drapery and blind cords are installed to minimize
choking hazard to children. Drapery rods are firmly fastened to
wall or ceiling, properly strung, and in good operating condition.

35

Furniture and Other Furnishings - Concessioner provided
furniture and furnishings are clean and in good condition.
Furniture is inspected, repaired or replaced on a scheduled basis
to eliminate furniture that is unsafe. Furniture is routinely
inspected and treated if evidence of rodents and bedbugs are
found.

CcC

36

Lighting and Ceiling Fans - Well-positioned light fixtures are
provided in each room to provide an adequate level of
illumination. One functional, easily accessible light switch is
located at the entrance door that activates a light in the room
entryway. Ceiling fans and blades are in working order.

VS

37

Mattresses and Box Springs - Concessioner provided mattresses
are clean, odorless, non-sagging, and free of lumps and
protruding tufts, sized to fit the bed frame or springs and
routinely rotated. Mattresses and box springs are regularly
inspected for the presence of bedbugs and treated. Springs are
non- protruding, quiet and unbroken. All manufacturers’ box
spring and mattress tags are visible.

VS

38

Closets - A semi-enclosed or fully-enclosed dedicated closet
space is provided for employees to hang clothing and personal
belongings. Closets are clean and provided doors or curtains are
functional.

VS

39

Kitchens, Kitchenettes and Appliances — Kitchens and
Concessioner-provided kitchenette equipment (stoves,
refrigerators, and microwaves, cooking and eating utensils) are
in good condition, adequate, clean and reasonably quiet. All
appliances are UL approved and Energy Star rated. All stoves or
cook top are properly vented. Any provided cooking and eating
utensils are clean and functional.

cc

40

Open Flame Equipment/Fireplaces — Any provided woodstoves,
fireplaces or other open flame heating equipment are clean and
in good operating condition. Equipment is inspected on a
periodic basis. Combustible materials, including partitions and
walls constructed with wood studs or other unprotected
materials, furniture, and bedding are at least 36 inches from the
front of the heating source. Fire pads are placed under wood
burning stoves to prevent fire. Adequate child protection
devices such as screens, doors, etc. must be present and in good
condition. All woodstoves and fireplaces include instructions,
appropriate fire tools and precautionary notices for employee
information.

LS
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41

Laundry — Any provided apartment or central laundry
equipment is energy and water efficient, clean and in working
order. Laundry rooms are clean and adequately ventilated and
lighted. Any central laundry room equipment that is
temporarily out-of-service has computer-generated signs posted
with appropriate "out of order” information and are returned to
service within a reasonable period of time.

VS

Bathrooms and Showers

42

Floor Coverings — All bathroom floor coverings are non-slip,
clean, well-maintained and free of defects.

CcC

43

Walls and Ceilings - Bathroom walls and ceilings are clean, free
of mold and mildew.

CcC

44

lllumination — Restroom spaces are appropriately and
adequately illuminated. Bathrooms are illuminated by at least
one working bulb and a cover. All lighting and covers are clean
and in good working condition.

VS

45

Ventilation/Windows/Screens - All bathrooms areas are
adequately ventilated. Window ventilation is acceptable, but if
windows are not available, exhaust vents and fans are provided,
clean and well-maintained. Windows are either at a height to
provide privacy or appropriate screening (e.g. frosted glass, voile
curtains) is used to provide privacy. Bathroom windows are free
of defects such as breaks or torn screens and in working
condition.

CcC

46

Showers/Tubs/Sinks and Surrounds - Showers, sinks and bath
tubs are clean, unspotted, and free of stains inside and out, and
in good condition. Tubs and showers are equipped with either a
non-slip mat or constructed with non-skid surfaces or strips that
are tightly secured, clean and free of mildew and untorn. Any
grab bars are commercial that meet ADA requirements.

cC

47

Shower/Tub Enclosures and Fixtures — Provided shower or tub
curtains are untorn, clean and free of mold and mildew.

Curtains are of sufficient length and width to prevent water from
flowing onto the floor. Other types of enclosures (hinged and
sliding doors), meet the above criteria and, in addition, be easily
moveable and free of breaks. Sliding tub/shower door tracks are
in good repair. All fixtures are low flow, securely installed, and
properly sealed/grouted. Anti-scald single lever mixing valve
fixtures are required. All sink and tubs are equipped with
functioning stoppers.

CcC

48

Mirror/Cabinetry — Bath room mirrors are securely mounted,
unpitted and free of cracks. Cabinets and vanity tops are in good
repair, with no chips, cracks and worn surfaces.

CcC

49

Toilet - Toilets are un-pitted and free of cracks and stains. Toilet
seats and lids are sanitary, with no chipped or worn surfaces,
bare wood or other composition visible. Seats and lids are free

CcC
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of discoloration or stains and are securely fastened to the toilet
seat and fit the shape of the toilet.

50

Ground Fault Interrupters (GFI) - Each electrical outlet adjacent
to sinks or other water sources must be connected to a working
ground fault interrupter.

LS

OPERATIONAL STANDARDS

A. Operations

51

Smoking Policy — No smoking is permitted inside employee
apartments or interior common areas. If smoking is permitted in
outside seating areas, ashtrays are provided and periodically
cleaned.

AL

52

Storage Areas — Any employee storage area is managed in
accordance with park rules and regulations.

VS

53

Quiet Hours — Required quiet hours are enforced by the
Concessioner in all group employee apartment areas. This
information is clearly provided in any written rental agreements
or other literature.

VS

54

Lost and Found — Any and all items found are logged and turned
into a designated secure location. Lost and found articles are
properly dated, secured and stored. Records are maintained
and procedures established to ensure prompt, accurate
response to employee inquiries concerning lost articles.

Vs

55

Pets — Pets and pet rules are managed and enforced. All pet
rules, including leash and noise requirements are managed and
enforced.

VS

56

Rental Agreements — Written rental agreements, conforming to
applicable legal requirements are executed for each employee
housing rental. The rental form is approved by the
Superintendent prior to adoption and use.

Vs

57

Rent Payment Options - Personal checks, cash or automatic
deductions from employee paychecks may be used by
employees to pay for rent obligations.

VS

58

Residential Unit Inspections — A schedule of any individual
apartment unit inspections are posted at least forty-eight hours
prior to the inspection. The posting for inspections requirement
does not apply in emergency situations.

VS

59

Maintenance Request System —A maintenance request system
is in place in order to respond to work orders within a timely
fashion.

VS

60

Damage Deposits — Any damage deposit policies/information
are disclosed at the time of rental and approved by the Service.
Damage deposits are refundable provided there is no damage to
the housing unit and no missing items.

VS
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Group Employee Housing Management - The Concessioner has
designated a specific individual(s) responsible for managing the
group employee housing facilities to ensure compliance with
these standards and NPS regulations.

Emergency and Employee Information - Provisions for
delivering emergency messages are made to employees in a
timely and effective manner. A well-maintained bulletin board
or other informational method of display provides timely

62 information about emergency facilities and any other A LS
local/national alerts. References and directions to service
stations, medical clinics, hospitals for emergency and non-
emergency medical care and other emergency care and other
emergency numbers are also provided.

Check-In/Check-Out - A check-in/check-out inspection with the
concessioner and employee is conducted to review the move-in
condition and cover any damage or cleanliness issues that have
arisen over the preceding rental period.

Restrictions - Housing accommodations are not shared with any
other individual not officially assigned to that residence by a
Concessioner. Housing units are not sublet, assigned, or in any
way transferred by an employee.

B. Rates

Approved Rates — All rates charged do not exceed those
approved by the Superintendent. These rates are verified against
the specific approved, service, quality, price or other such
criteria.

Ranking Definitions

A. Major

First Priority (A) conditions or practices create or have the potential to exert a significant
impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

61

63

64

65

B. Moderate

Second Priority (B) conditions or practices create or have the potential to exert a moderate
impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

C. Minor

Third Priority (C) conditions or practices create or have a potential to exert a minor impairment
to visitor or employee health and safety; park resources; visitor services or visitor enjoyment;
Concession Facilities or associated personal property.

Focus Area Acronyms
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Primary Focus Area Abbreviation

Primary Focus Area

LS Life Safety/Health

RP Resource Protection

VS Visitor Satisfaction

cc Cleanliness/Condition
bilitv/L

AL Accessibility/Legal

Requirements
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CONCESSIONER EMPLOYEE HOUSING — RV-
CAMPGROUNDS

Description — This classification consists of Concessioner-provided employee campground,
RV or tent camping services. This form of housing is represented by single-wide or double-
wide mobile trailers located within an RV campground. Housing may also be provided via

canvas tents. An RV Campground housing complex accommodates individual Recreational
Vehicles (RV’s), either owned by the employee or the concessioner for employee housing.

RV Campground housing are typically supported by central bathrooms, cooking and laundry
facilities. RV units also are supported by electrical, water and/or sewage hookups.

FACILITY STANDARDS

A B,C
Ranking

Primary
Focus
Area

Standard
Number

A. RV-Campground Support Facilities (Employee
Recreation/Lounges/Laundry/Kitchen/Central
Restroom) Building — Exterior

Building Structure — Building exteriors are maintained in good
condition and in a state of good repair at all times. Exterior
surfaces are painted or treated to prevent deterioration.

Painted surfaces are free of peeling paint, soil, and obvious
cracks in masonry. Roofs are maintained with no missing tiles or
shingles. Gutters and downspouts are maintained and kept
clean to prevent overflow, especially at building entrances.
Rooftop ventilation and other systems are in good repair.

cC

Landscaping/Grounds — Landscaping conforms to park
standards. Noxious weeds and invasive plants are removed in
coordination with the designated NPS integrated pest
management coordinator and in accordance with an approved
landscape plan. Grounds are continuously monitored to remove
debris and trash from exterior structure areas and from
shrubbery and landscaped areas. Appropriate drainage is
maintained to keep water from collecting against buildings.

CcC

Parking — Adequate parking space for employee automobiles,
bicycles, etc., are provided. The parking area is paved and
clearly marked with stripes or other clearly visible method of
designating spaces, clean, and free of refuse and obstructions.
Accessible spaces are properly and prominently designated. All
parking areas, curbing, concrete bumpers, and driveways are
well-maintained and free of excessive cracking, crumbling, holes,
or unsightly repairs. Prolonged storage of employee vehicles is
not permitted and any abandoned vehicles and bicycles are

CcC
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removed. No vehicle maintenance or repair is allowed in
employee housing area parking lots.

Pathways, Sidewalks, Ramps, Steps and Stairs — All pathways,
sidewalks, ramps, steps, and stairs are unobstructed and free of
debris, snow, and ice. These areas are maintained in good
repair, free of excessive cracking, crumbling, holes, or other
tripping hazards, with well-maintained hand railings.

LS

Lighting/Illumination — All entrances, pathways, sidewalks,
steps, stairs, facades, and signage are adequately and
appropriately illuminated to indicate the entrance to the
building area so that employees can identify it and safely
navigate to it. Lighting complies with NPS Night Sky
requirements. Down-lighting is preferred on tall structures or
post lights. Energy efficient bulbs are used in all fixtures, if
feasible.

LS

Public Signs — Public signage for which the concessioner is
responsible are appropriately located, accurate, attractive, and
well-maintained. Permanent signs are professionally designed
and produced, consistent with NPS standards, and appropriate
for the purpose they serve. The Superintendent has approved
signs prior to installation. Temporary signs are computer-
generated, laminated, and professional in appearance. Exterior
neon signs are not permitted.

VS

Site Utilities, Equipment and Delivery Area — All service areas
and equipment such as above ground tanks and HVAC systems
are adequately marked and maintained in a neat and orderly
manner. Fencing or screening is not required, however, all
service areas not fenced or screened are well-kept and litter and
debris removed.

CcC

Garbage and Trash/Recycling — Trash containers are
conveniently located and in sufficient quantity to handle the
needs of the site. Dumpster drain holes are plugged to prevent
liquids from draining onto the site. Waste does not accumulate
to the point that trash containers overflow. Refuse is stored in
covered, waterproof receptacles that comply with all relevant
construction standards (such as bear and wildlife proof). All
market available recyclable products are collected and recycled.
Central refuse collection sites are screened from public view.

RP

Fences and Walls - All fences and walls are kept free of
vegetative overgrowth and well maintained.

CcC

10

ADA Accessibility — Buildings and areas meet the requirements
of the Americans with Disabilities Act and all other applicable
laws related to accessibility.

AL

B. RV-Campground Support Facilities — Interior

Common Areas — Includes Recreation Areas, Lounges,
Shower, Central Kitchens, Laundry)

NPS Concessioner Employee Housing — RV-Campgrounds, 2014

Page 2





11

Corridors/Ramps/Stairs — Corridors, ramps and stairs are kept
clean, uncluttered and well lighted. Treads and landings have
non-slip surfaces.

LS

12

Walls/Ceilings/Flooring/Carpet — Walls and ceilings are clean,
free of defects such as cracks, breaks, torn coverings, mold,
mildew, stains, and cobwebs. Floors and floor coverings are
clean, untorn and free of litter, stains and in good repair.

cC

13

Window Coverings, Draperies and Shades - All window
coverings including draperies, blinds and shades, are clean and
well-maintained. Draperies and blinds open and close with
cords or pull wands. Drapery and blind cords are installed to
minimize choking hazard to children. Drapery rods are firmly
fastened to wall or ceiling, properly strung, and in good
operating condition.

CcC

14

lllumination - Lighting fixtures are clean and in working order,
with no burned out bulbs. Hallways and corridors are
sufficiently illuminated for employee safety upon
entering/exiting from rooms. All florescent bulbs are covered
with a protective casing.

Vs

15

Ceiling Fans - Ceiling fans and blades are clean, free of insects
and debris and in working order.

VS

16

Trash/Recycling and Litter Control - A sufficient number of trash
and recycling cans are conveniently located and in sufficient
quantity to handle the needs of the site. Separate containers for
recyclable and compostable items are provided and clearly
marked. Containers are routinely inspected and emptied as
needed. Waste does not accumulate in trash containers to the
point of overflowing.

Vs

17

Furniture and Other Furnishings — Concessioner provided
furnishings are clean and in good condition. Furniture is
inspected, repaired or replaced on a scheduled basis to
eliminate furniture that is unsafe. Furniture is routinely
inspected and treated if evidence of rodents and bedbugs are
found.

Ccc

18

Ventilation/Climate Control -Common areas are adequately
ventilated with working climate controlled thermostats or other
methods used to heat or cool public spaces. Public spaces are
maintained at a temperature consistent with employee comfort.

Vs

19

Drinking Fountains — Any provided drinking fountains are clean
and in good working condition.

CcC

20

Emergency Lighting/Exit Lights/Emergency Exits — Exit lights on
permanent structures are on emergency circuits and in
operation at all times. Emergency exits in all areas of the facility
are adequately marked and unblocked.

LS
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21

Smoke Detectors - Working, single-station hard wired smoke
detectors are provided in each facility. Hard-wired smoke
detectors are preferred. Any battery-operated detector is tested
monthly and batteries replaced at least yearly.

LS

22

Fire Extinguishers — Accessible fire extinguishers suitable for use
on anticipated type of fires are located in each building, visibly
displayed, appropriately signed with proper, up-to-date
operating instructions, and visible inspection certificates or tags.

LS

23

Fire Alarms and Pull Boxes — Fire alarms and pull boxes are
visible and accessible to employees.

LS

24

Carbon Monoxide Detectors - Carbon Monoxide (CO) detectors
are operating and present in all hallways or other public areas
adjacent to those that incorporate gas or oil powered heating
equipment (laundry rooms) or public areas with fireplaces, etc.
Hard-wired detectors are preferable over plug in portable units.
When battery-operated detectors are used, they are tested
monthly and batteries replaced at least yearly.

LS

25

Ice/Vending —Ice/Vending machines are in good working order
and well-maintained. An approved scoop with a handle that is
seamless and without cracks is provided for each bib-type ice
machine or chest. Signage on the machine either relates to park
interpretive themes or is generic in nature. Any machines
temporarily out-of-service or out-of-service for the season has
computer-generated signs directing visitors to the closest
functioning unit. All machines that accept currency accept the
Presidential $1 coin. Any change machines which accept $5
dollar bills or higher denominations are able to dispense $1 coins
in change. Each coin vending machine has signs and notices
posted on the machines denoting the acceptance of the
Presidential $1 coin.

VS

26

Chemical and Equipment Storage - All chemicals, supplies and
equipment used in the cleaning and maintenance of employee
rooms and common areas are stored per manufacturer's
recommendations. All chemicals are stored in properly marked
containers. Current Safety Data Sheets (SDS) are accessible and
known to all employees.

LS

Restrooms and Showers (Central or Individual)

27

Floor Coverings — All bathroom floor coverings are non-slip,
clean, well-maintained and free of defects, dirt, smudges,
mildew and hair.

CcC

28

Walls and Ceilings - Bathroom walls and ceilings are clean, free
of cobwebs, mold and mildew.

CcC
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27

lllumination — Restroom spaces are appropriately and
adequately illuminated. Employee bathrooms are illuminated by
at least one working bulb and a cover. All lighting and covers are
clean and in good working condition.

Vs

28

Ventilation/Windows/Screens - All bathrooms areas are
adequately ventilated. Window ventilation is acceptable, but if
windows are not available, exhaust vents and fans are provided,
clean and well-maintained. Windows are either at a height to
provide privacy or appropriate screening (e.g. frosted glass, voile
curtains) is used to provide privacy. Bathroom windows are
clean, free of defects such as breaks or torn screens and in
working condition.

cC

29

Showers/Tubs/Sinks and Surrounds - Showers, sinks and bath
tubs are clean, unspotted, and free of stains inside and out, and
in good condition. Tubs and showers are equipped with either a
non-slip mat or constructed with non-skid surfaces or strips that
are tightly secured, clean and free of mildew and untorn. Any
grab bars must be commercial that meet ADA requirements. An
appropriate number of showers, sinks, and bath tubs are
provided so that employees do not have to wait in unreasonable
lines.

CcC

30

Shower/Tub Enclosures and Fixtures— Provided shower or tub
curtains are untorn, clean and free of mold and mildew.

Curtains are of sufficient length and width to prevent water from
flowing onto the floor. Other types of enclosures (hinged and
sliding doors), meets the above criteria and, in addition, are
easily moveable and free of breaks. Sliding tub/shower door
tracks are in good repair. All fixtures are low flow, securely
installed, and properly sealed/grouted. Anti-scald single lever
mixing valve fixtures are required. All sink and tubs are
equipped with functioning stoppers.

cc

31

Mirror/Cabinetry — Bath room mirrors are securely mounted,
unpitted and free of cracks. Cabinets and vanity tops are in good
repair, with no chips, cracks and worn surfaces.

CcC

32

Toilets - Toilets are un-pitted and free of cracks and stains.
Toilet seats and lids are clean and sanitary, with no chipped or
worn surfaces, bare wood or other composition visible. Seats
and lids are free of discoloration or stains and are securely
fastened to the toilet seat and fit the shape of the toilet. A
sufficient number of working toilets are provided so that
employees do not have to wait in unreasonable lines.

CcC

33

Toilet Tissue - Each bathroom stall contains two rolls of two ply
toilet tissue which are of good quality. One roll or package of
toilet tissue is held in reserve and conveniently located. No
chlorine-bleached rolls are permitted.

VS
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34

Ground Fault Interrupters (GFl) - Each electrical outlet adjacent
to sinks or other water sources is connected to a working ground
fault interrupter.

LS

Central Laundry Rooms

35

Laundry — Any provided central laundry equipment is energy and
water efficient, clean and in working order. Laundry rooms are
clean and adequately ventilated and lighted. Any central
laundry room equipment that is temporarily out-of-service has
computer-generated signs posted with appropriate "out of
order” information and are returned to service within a
reasonable period of time.

VS

Central Kitchen Facilities

36

Kitchens, Kitchenettes and Appliances — Concessioner-provided
kitchens and kitchenette equipment (stoves, refrigerators, and
microwaves, cooking and eating utensils) are in good condition,
adequate, clean and reasonably quiet. All appliances are UL
approved and Energy Star rated. All stoves or cook top are
properly vented. Any provided cooking and eating utensils
such as bowls, and plates; disposable coffee cups/mugs; glass or
plastic glassware and tableware are clean and functional.

CcC

C. Concessioner-Provided RV Units/Canvas Tents -
Exterior

37

Building Structure - Structure exteriors are maintained in good
condition and in a good state of repair at all times. Exterior
surfaces are painted or treated to protect against deterioration.
Painted surfaces are free of peeling paint, soil and obvious
cracks in masonry, and present an attractive appearance. Roofs
are maintained with few, if any missing tiles or shingles. Canvas
structures, if present, are clean and unstained, free of holes or
tears, and adequately attached to frames. Any patches are kept
to a minimum.

cC

38

Landscaping/Grounds - Landscaping conforms to park
standards. Noxious weeds and invasive plants are removed in
coordination with the designated NPS integrated pest
management coordinator and in accordance with an approved
landscape plan. Grounds are continuously monitored to remove
debris and trash from exterior structure areas and from
shrubbery and planted areas. Appropriate drainage is
maintained to keep water from collecting against structures.
Tables, grills and fire containing devices, if provided, are free of
vandalism and/or graffiti and repaired as necessary to assure
proper function. Outdoor furnishings such as fire pits are
situated in an appropriate location and arrangement (e.g. out of
the path of travel).

CcC

39

Garbage and Trash/Recycling - Trash containers are
conveniently located and in sufficient quantity to handle the

RP
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needs of the site. Dumpster drain holes are plugged to keep
liquids from draining onto the site. Waste does not accumulate
in trash containers to the point of overflowing. Refuse is stored
in receptacles which are covered, waterproof, and which comply
with all relevant construction standards (such as bear and
wildlife proof), as specified by the National Park Service. All
market available recyclable products are collected and recycled.
Central refuse collection sites are screened from public view.

Fire/Life/Safety/Resource Protection

35

Unit/Trailer Numbers - Each employee housing unit/trailer is
numbered with easily distinguishable, uniform numbers.

VS

36

Entry and Other Exterior Door Security - All employee housing
units are equipped with a locking device. Doors have a double
locking system from the inside. Entry doorways are sufficiently
illuminated to allow easy access. Door locks and hardware is
regularly inspected for easy, efficient operation and good
appearance. Any sliding doors are equipped with a hook lock
built-in within the door handle, as well as a secondary locking
device. Any French doors have surface-mounted slide bolts at
top and bottom to secure the stationary/auxiliary door. Striping
or other mechanisms is applied to French Doors and sliding glass
doors at eye level. The secondary locking device may be a safety
bar (charley bar), a sliding door deadbolt or pin-type lock.

LS

37

Keys - Appropriate keys are provided to employees to their
residence upon move-in. If lost, employees will cover the cost of
new keys and new locks in order to protect the safety of the
building.

VS

38

View Ports - For units without side windows or doors without
windows, one way view ports, mounted 5 feet above the floor
are provided on entrance doors. Canvas-sided buildings or other
soft-sided structures are excluded from the view port
requirement.

LS

40

Smoke Detectors — An operational single-station smoke detector
is provided in each RV unit. Hard-wired smoke detectors are
preferred. Any battery-operated detector is tested monthly and
batteries replaced at least yearly. Canvas-sided buildings and
structures are excluded from the smoke detector requirement.

LS

41

Carbon Monoxide Detectors - Working carbon monoxide (CO)
detectors are present in all RV’s that incorporate gas or oil
powered heating equipment. Hard- wired CO detectors are
preferred. Any battery-operated detector is tested monthly and
batteries replaced at least yearly. Canvas-sided buildings and
structures are excluded from the carbon monoxide detector
requirement.

LS

42

Wildlife Food Storage Units - Each employee canvas tent or
housekeeping cabin is equipped with a Service-approved wildlife
food storage locker in general proximity to the employee unit.

RP
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Other Service-approved provisions for storing food such as metal
containers inside a hard-sided building are acceptable. Each
storage unit is adequately marked to indicate the unit number,
painted and in good condition.

Furniture, Fixtures and Equipment

43

Walls/Ceilings/Flooring/Carpet — Room walls and ceilings are
clean, free of defects such as cracks, breaks, torn coverings,
mold, mildew, stains, and cobwebs. Canvas walls and ceilings
are water tight, mold and fire proof and have few, if any
patches. Floors and floor coverings are clean, untorn and free of
litter, stains and in good repair.

CcC

44

Doors, Windows and Screens - All doors, windows and screens
are clean, in good working condition, and sufficiently tight to
preclude the entry of rodents and insects. Exterior doors are
well-maintained with limited scratches, scuffs, or marks. All RV
unit windows that open have a lock which secures the window in
a closed position. Canvas-sided buildings or fabric structures
with windows have some type of flap to provide privacy.
Canvas-sided buildings or other soft-sided structures are
excluded from the locking window requirement with the
stipulation that other means of providing security for visitors'
valuables are available.

LS

45

Window Coverings, Draperies and Shades - Windows and doors
are free and clear of inappropriate obstacles such as bed sheets,
paper, cardboard, wood or other materials that are used to
block out light that impose a negative aesthetic appearance to
the building exterior. All window coverings are cleanable and
designed to provide for employee comfort. Drapery and blind
cords are installed to minimize choking hazard to children.
Drapery rods are firmly fastened to wall or ceiling, properly
strung, and in good operating condition.

CcC

46

Furniture and Furnishings - Concessioner provided furniture and
furnishings are clean and in good condition. Furniture is
inspected, repaired or replaced on a scheduled basis to
eliminate furniture that is unsafe. Furniture is routinely
inspected and treated if evidence of rodents and bedbugs are
found.

CcC

47

Mattresses and Box Springs - Concessioner provided
mattresses are clean, odorless, non-sagging, and free of
lumps and protruding tufts, sized to fit the bed frame or
springs and routinely rotated. Mattresses and box springs
are regularly inspected for the presence of bedbugs and
treated. Springs are non- protruding, quiet and unbroken.
All manufacturers’ box spring and mattress tags are visible.

VS
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48

Closets - An open-wall mounted area, semi-enclosed or fully-
enclosed dedicated space is provided for employees to hang
clothing and personal belongings. Provided closet doors or
curtains are functional.

Vs

49

Utilities and Appliances — Any provided equipment in RV units
(refrigerators, microwaves) are in good condition, adequate,
clean and reasonably quiet. All appliances are UL approved and
are Energy Star rated. All stoves or cook tops are properly
vented. Any provided cooking and eating utensils are clean and
functional.

CcC

OPERATIONAL STANDARDS

A. Operations

50

Smoking Policy — No smoking is permitted inside employee
group housing areas. If smoking is permitted in outside seating
areas, ashtrays are provided and periodically cleaned.

AL

51

Storage Areas — Any employee storage area is managed in
accordance with park rules and regulations.

VS

52

Quiet Hours — Required quiet hours are enforced by the
Concessioner in all group employee housing areas. This
information is clearly provided in any written rental agreements
or other literature.

Vs

53

Lost and Found — Any and all items found are logged and turned
into a designated secure location. Lost and found articles are
properly dated, secured and stored. Records are maintained
and procedures established to ensure prompt, accurate
response to employee inquiries concerning lost articles.

Vs

54

Pets — Pets and pet rules are managed and enforced. All pet
rules, including leash and noise requirements are managed and
enforced.

Vs

55

Rental Agreements — Written rental agreements, conforming to
applicable legal requirements are executed for each group
employee housing rental. The rental form is approved by the
Superintendent prior to adoption and use.

Vs

56

Rent Payment Options - Personal checks, cash or automatic
deductions from employee paychecks may be used by
employees to pay for rent obligations.

Vs

57

Residential Unit Inspections — A schedule of any individual
dormitory unit inspections are posted at least forty-eight hours
prior to the inspection. The posting for inspections requirement
does not apply in emergency situations.

Vs

58

Maintenance Request System —A maintenance request system
is in place in order to respond to work orders within a timely
fashion.

VS
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Damage Deposits — Any damage deposit policies/information
are disclosed at the time of rental and approved by the Service.

>9 Damage deposits are refundable provided there is no damage to B Vs
the housing unit and no missing items.
Group Employee Housing Management - The Concessioner has

60 designated a specific individual(s) responsible for managing the B VS

group employee housing facilities to ensure compliance with
these standards and NPS regulations.

Emergency and Employee Information - Provisions for
delivering emergency messages are made to employees in a
timely and effective manner. A well-maintained bulletin board
or other informational method of display provides timely

61 information about emergency facilities and any other A LS
local/national alerts. References and directions to service
stations, medical clinics, hospitals for emergency and non-
emergency medical care and other emergency care and other
emergency numbers are also provided.

Check-In/Check-Out - Employees have a check-in/check-out
inspection with the concessioner to cover any damage or
cleanliness issues that have arisen over the preceding rental
period.

Restrictions - Housing accommodations are not shared with any
other individual not officially assigned to that residence by a
Concessioner. Housing units are not sublet, assigned, or in any
way transferred by an employee.

B. Rates

Approved Rates — All rates charged do not exceed those

approved by the Superintendent. These rates are verified against
64 the specific approved, service, quality, price or other such A VS
criteria.

62

63

Ranking Definitions

A. Major

First Priority (A) conditions or practices create or have the potential to exert a significant
impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

B. Moderate

Second Priority (B) conditions or practices create or have the potential to exert a moderate
impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

C. Minor
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Third Priority (C) conditions or practices create or have a potential to exert a minor impairment
to visitor or employee health and safety; park resources; visitor services or visitor enjoyment;
Concession Facilities or associated personal property.

Focus Area Acronyms

Primary Focus Area Abbreviation

Primary Focus Area

LS Life Safety/Health
RP Resource Protection
VS Visitor Satisfaction
cc Cleanliness/Condition
AL Accessibility/Legal

Requirements

NPS Concessioner Employee Housing — RV-Campgrounds, 2014

Page 11






FAMILY CASUAL DINING STANDARDS

Description - This classification of casual dining restaurants emphasizes comfort foods rather than
themes. Family casual dining serves from one to three meals a day and may provide longer service
hours than upscale casual and fine dining. Some family casual dining offers California-style menus
that feature breakfast, lunch and dinner items during the entire time the restaurant is open. Guests
are seated and served by wait staff in booths or tables. There is often a de-emphasis on the sale of

alcoholic beverages.

Enhancements to food presentation, such as the use of common garnishes and

somewhat decorative dishware may be present. The menu offers a wide selection of value-conscious
items featuring familiar favorites or home-style foods. Table service is casual, relaxed and relatively

fast. Children's menus are typically available. Flatware, china and silverware are basic and

functional. Table settings are basic and simple.

FACILITY STANDARDS

A,B,C
Ranking

Primary
Focus
Area

Standard
Number

A. Dining Facility — Exterior

Building Structure — Building exteriors are maintained in good
condition and in a state of good repair at all times. Exterior
surfaces are painted or treated to prevent deterioration. Painted
surfaces are free of peeling paint, soil, and obvious cracks in
masonry. Roofs are maintained with no missing tiles or shingles.
Gutters and downspouts are maintained and kept clean to
prevent overflow, especially at and around building entrances.
Rooftop ventilation and other systems are in good physical
condition, clean, and in a state of good repair.

CcC

Landscaping/Grounds — Landscaping conforms to park standards.
Noxious weeds and invasive plants are removed in coordination
with the designated NPS integrated pest management
coordinator and in accordance with an approved landscape plan.
Grounds are continuously monitored to remove debris and trash
from exterior structure areas and from shrubbery and landscaped
areas. Appropriate drainage is maintained to keep water from
collecting against buildings.

CC

Parking — Adequate parking space for automobiles, bicycles, and
other appropriate vehicles are provided. The parking area is
paved and clearly marked with stripes or some other clearly
visible space designations and is kept clean and free of refuse and
obstructions. Accessible spaces are properly and prominently
designated. All parking areas, curbing, concrete bumpers, and
driveways are in a state of good repair and free of excessive
cracking, crumbling, holes, or unsightly repairs.

CC
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Pathways, Sidewalks, Ramps, Steps, and Stairs — All pathways,
sidewalks, ramps, steps, and stairs are unobstructed and free of
debris, snow, and ice. These areas are free of excessive cracking,
crumbling, holes, or other tripping hazards, and are keptin a
state of good repair with well-maintained hand railings.

LS

Lighting/Illumination — All entrances, pathways, sidewalks, steps,
stairs, facades, and signage are adequately illuminated so that
guests can identify the building and safely navigate to it. Lighting
complies with NPS Night Sky requirements. Down-lighting is
preferred on tall structures or post lights. Energy efficient bulbs
are used in all fixtures, if feasible.

LS

Public Signs — Public signs for which the concessioner is
responsible are appropriately located, accurate, attractive and
well maintained. Permanent signs are professionally designed
and produced, consistent with NPS standards, and appropriate
for the purpose they serve. The Superintendent has approved
signs prior to installation. Temporary signs are computer
generated, laminated, and professional in appearance. Exterior
neon signs are not permitted.

VS

Site Utilities and Equipment — All service areas and equipment
such as above ground tanks and HVAC systems are adequately
marked and maintained in a neat and orderly manner. All service
areas are well-kept with litter and debris removed.

CcC

Garbage and Trash/Recycling/Composting — Trash containers are
conveniently located and in sufficient quantity to handle the
needs of the site. Dumpster drain holes are plugged to prevent
liquids from draining onto the site. Waste does not accumulate
to the point of overflowing. Refuse is stored in covered,
waterproof receptacles that comply with all relevant construction
standards (such as bear and wildlife proof). Pending market
availability, all recyclable products shall be collected and recycled.
All market available recyclable products are collected and
recycled. Provided compost collection areas are clean and
orderly. Central refuse collection sites are screened from public
view.

RP

Loading Dock/Delivery Area — Loading docks and delivery areas
are clean, well maintained, and well screened from public view
with fencing or other material consistent with the décor of the
property. Delivery areas are kept clear of litter and other debris.

CC
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10

Flags — Any national, state, or park flag displayed at an exterior
location near the main entrance is in good condition and adheres
to the display guidelines of the United States Flag Code. Flags are
a minimum size of 3’x 5’. Any lighted flag display adheres to NPS
Night Sky requirements.

VS

11

ADA Accessibility — Buildings and areas meet the requirements of
the Americans with Disabilities Act and all other applicable laws
related to accessibility.

AL

B. Dining Facility — Interior

12

Entrance/Foyer Waiting Area/Lounge/Dining Area — Restaurant
entrance and waiting areas are clean and well maintained.
Furniture, stools, chairs, lamps, tables, draperies, and other
furnishings are appropriate and adequate for the guest's comfort.
Floors are clean and free of litter and stains. Walls and ceilings
have a fresh appearance and are free of cracks, holes, and stains.
Doors, windows, and screens are clean, in good working
condition, and sufficiently tight to preclude the entry of rodents
and insects.

CcC

13

Public Restroom — Restrooms are clean, free of litter, well-
illuminated, ventilated, and maintained. Restrooms are provided
with hot and cold running water. Toilet bowls, sinks and urinals
are clean, free of stains and in proper operating condition. Toilet
tissue, disposable towels, or air drying devices, if provided, are
available at all times. Soap is provided, unless prohibited by

park wildlife management plans. Walls, floors, ceilings, mirrors,
waste receptacles, chairs and other furnishings are clean and
well-maintained. Women's or unisex restrooms have a covered
waste receptacle in every stall for the disposal of feminine
hygiene products. The disposal containers are clean and emptied
at least daily. Baby changing areas are provided in both men's and
women's restrooms, unless a unisex restroom is

available. Quality of decorative finishes is commensurate with
the facility. A cleaning inspection log is maintained and posted on
the back of the access door noting time of cleaning inspection
and initialed by inspector. A sign indicating that employees must
wash hands before returning to work is posted.

CC

14

Public Signs — Interior public signs are appropriately located,
accurate, attractive, and well maintained. Permanent signage is
professionally prepared, consistent with NPS standards,
appropriate for its intended purpose, and approved by the
Superintendent prior to installation. Temporary signage (e.g.
specials board, chalk boards) are professional in appearance.

VS
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15

Emergency Lighting/Exit Lights/Emergency Exits — Exit lights on
permanent structures are wired to emergency circuits and fully
operational at all times. Emergency exits in all areas of the facility
are adequately marked and unblocked.

LS

16

Fire Extinguishers — Accessible fire extinguishers suitable for use
on anticipated type of fires are located in each building, visibly
displayed, appropriately signed with proper, up-to-date operating
instructions, and visible inspection certificates or tags.

LS

17

Fire Alarms and Pull Boxes — Fire alarms and pull boxes are visible
and accessible to all guests and employees.

LS

18

Ventilation/Climate Control — Food and beverage seating areas
have functional, climate-controlled thermostats, properly
ventilated and free of unpleasant odors. Vent coverings and
adjacent areas of walls and/or ceilings are cleaned regularly to
prevent visible buildup. Temperature levels in public areas are
set for visitor comfort. Separate temperature controls, set for
employee comfort, are preferred in food preparation areas.

VS

C. Décor and Ambiance

19

Noise Level/Music/Entertainment — Background music systems
or intercom systems, if provided, are maintained in proper
functioning order at all times. Live or recorded music or
entertainment, if provided, is approved and appropriate for the
facility and played at a level so as not to disturb guests from
adjoining areas. Public area sound systems are not routinely used
to page guests, except for emergencies.

VS

20

lllumination — Sufficient energy-efficient lighting, including
recessed, spot and flood lighting, are complementary to the
décor of the facility, integral to its theme, and adequate for
reading printed materials. All light fixtures are clean, functional
and in working condition. If there are booths, each booth is lit by
its own overhead light fixture. Lighting may be dimmer than the
lighting elsewhere in the concession facilities but are not be so
dim as to make it difficult for guests to read menus.

VS

21

Furniture Arrangement and Condition — Tables are arranged in a
manner that allows easy ingress and egress by servers and is
suitable for guests’ comfort and privacy. Furniture is high quality,
well maintained, and stable; tables are non-tip or shimmed
appropriately. Cardboard, napkins, or other nonstandard
materials are not acceptable. Highchairs and booster seats for
children are available upon request and are clean and in good
working order and have appropriate safety restraints.

CcC
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22

Table Configuration and Sizing — The number and type of tables
(e.g. four-top, two-top) are sufficient for meeting typical levels of
demand and the typical range of group sizes.

VS

23

Self Service Equipment — Guest self-service equipment (e.g.
appetizer/salad bars) are clean, well maintained, and consistent
with the design and theme of the restaurant. All self-serve food
is shielded by sneeze guards, and hot foods are served in
appropriate, covered chafing dishes.

VS

24

Printed Materials (Menus, Wine Lists) — Menus and wine lists are
available in sufficient quantities and are clean, attractive, easy to
read, free of penciled-in corrections and other extraneous
markings, and appropriate for the facility and services provided.
A copy of the menu is posted in a conspicuous location at or near
the dining room entrance. Separate children's menus are
available and provided upon request.

VS

25

Promotion Boards/Specials — All promotion boards are clean,
attractive, legible, and thematically appropriate. Chalk
promotion/specials boards are acceptable if neatly presented.

VS

26

Alcoholic Beverage Bottle Displays — A tasteful and thematically
appropriate display of alcoholic beverage selections may be
present within the bar area. Selections do not overpower the
area and are displayed in an unobtrusive, design-sensitive way.

VS

27

Tableware/Glassware — Tableware and glassware are clean,
unspotted, and free of discoloration, chips, and cracks. All
glassware and tableware match. Plastic glassware is acceptable.

CcC

28

Table Settings — Tables are set with salt, pepper, sugar, sugar
substitutes, and selected condiments. Utensils are rolled in paper
or plain cloth napkins, or are neatly set at the table. If provided,
tablecloths are appropriately sized and free of tears, rips, and
stains. If tables are uncovered, table surfaces have a good quality
finish and are free of rough edges. Place mats are clean and
intact. Other table decorations, if used, are appropriate to the
level of service and decor and do not unduly clutter the table.

VS

29

Interpretive Messaging — A variety of interpretive messages is
used in a wide array of items, including receipts, menus, table
settings, and comment cards, and is consistent with the
interpretive themes of the Park. All interpretive messaging is
approved in advance by the Superintendent.

VS
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30

Umbrellas and Outdoor Furniture — All outdoor furniture and/or
table umbrellas are designed for outdoor use and are
commensurate with the décor of the facility and secured to the
ground in case of inclement weather. Adequate shading and/or
heating is provided when seasonally appropriate.

VS

31

Smoking Policy — No smoking is permitted inside the facility. If
smoking is permitted in outside seating areas, separate smoking
and non-smoking seating areas are available. Ashtrays are
provided. Used ashtrays are removed and fresh, clean ashtrays
are provided after each use. All smoking and non-smoking areas
are clearly designated.

AL

32

Games and Game Equipment — Family/child appropriate
entertainment material may be provided (e.g. coloring books with
crayons, game sheets, or other appropriate material). Any such
items are well organized, free of rips and tears, and available in
sufficient quantity to accommodate demand. Materials do not
affect adjacent dinners with unnecessary noise, clutter, or other
interferences.

VS

D. Public Health & Food Preparation Areas

33

Hand Washing — Staff hand-washing facilities are provided and
maintained with hot and cold running water, soap, and towels or
hot air drying mechanism(s). The Concessioner posts hand-
washing signage (e.g. “Employees Must Wash Hands Before
Returning to Work”) and enforces hand washing for all food
services staff.

LS

34

Cleanliness — Food preparation areas are kept clean and orderly.
A program of routine and continuous cleaning is established to
ensure cleanliness of food preparation areas including areas
beneath counters, grills, stoves, refrigerators, and other kitchen
equipment. Food preparation areas do not contain noticeable
presence of insects, rodents, or other animals.

LS

35

Food Storage — Foods are properly stored at adequate
temperatures. Meats and other potentially hazardous foods are
not thawed at room temperatures but within refrigeration units
or under cold, running water, or cooked frozen. Food are
appropriately labeled and dated and properly covered and/or
wrapped. Prepared foods waiting to be delivered from the
kitchen to wait staff do not sit for lengthy periods of time (i.e.,
greater than one minute).

LS
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food/drink contact areas.

Cleaning Supplies and Equipment — Cleaning supplies and other
equipment are properly marked and safely stored. Cleaning
36 supplies and other chemicals are not stored above food/drink or

LS

37

Cooking/Refrigeration Equipment and Walk-Ins — All equipment
used to serve, cook, or store food are clean and well maintained.
All equipment lighting and dials function properly. Each
refrigeration unit features at least one fixed or interior
thermometer that is conspicuous and accurate to within 3° F.

LS

38

request.

Beverage Equipment — Beverage-dispensing lines and equipment
are flushed out regularly and appropriately treated to eliminate
lime buildup. A log documenting the dates of beverage line
flushing and treatment is kept and provided to the NPS upon

CcC

produced upon NPS request.

Ware-Washing Sinks — All three-compartment ware-washing
sinks are sized to hold at least 50% of the items being washed and
be arranged to wash with warm soapy water, clean water rinse,
39 and sanitizer solution. Testing equipment and materials it uses
to adequately measure the applicable sanitization method is

LS

available onsite.

Grease Traps/Grill Hoods — Grease traps and grill hoods are
inspected monthly and cleaned on an appropriate frequency
based on use. Fire suppression systems on grill hoods are tested
40 according to local fire regulations and bear visible inspection
certificates and/or tags. Cleaning logs are kept up-to-date and

LS

manufacturer label.

First Aid Kit — A standard, 24-unit first aid kit is available and
readily accessible for emergency use. First aid kits are stored
a1 away from food or food contact areas. First aid kits remain fully
stocked and do not contain contents that are out-of-date per

LS

42 a high-traffic employee area.

Employment Regulations — Employment regulation signage (e.g.
OSHA job safety and health posters) are prominently displayed in

AL

43 certificate are prominently displayed.

Certificates — Current health and food safety inspection

AL
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OPERATIONAL STANDARDS

A. Service

44

Hours of Operation — All facilities and services are
operated in accordance with the specified and posted
hours of operation. Hours of operation are prominently
displayed at each facility in a high-traffic area and posted
in such manner as to be easily visible to the public.

VS

45

Reservations — Reservations, if accepted, are not required
to be confirmed. Any pagers used to alert waiting guests
buzz/vibrate discreetly.

VS

46

Initial Greeting and Seating — Acknowledgment of guest
arrival is prompt, polite, and friendly. Guests are greeted
by a designated greeter and provided with an expected
wait time as appropriate. Assisted seating by host/hostess
is not required but may be available. Menu(s) are
presented at time of seating. Guests are seated within 10-
15 minutes of their reservation time.

VS

47

Wait Services — All wait staff are fully trained and possess
in-depth knowledge of all food and beverage items
including promotions and specials. Customers are greeted
within 5 minutes of time seated. Water and
accompaniments are offered and appropriately refilled.
Wait staff returns to each table at least once after the
drink or food items have been served to inquire about
guest satisfaction and check that special requests have
been filled properly.

VS

48

Food Delivery — Food is delivered in a timely, organized
and complete fashion. All guests at a table are served
together. All ordered items and special requests are
delivered together as appropriate. Tray service is not
required. If self-serve stations are available, the timing of
service does not have to coincide with the timing of self-
service, but is choreographed appropriately with kitchen
prepared meals.

VS

49

Bus Service — Tables, chairs, and floors are bussed after
each course and seating. Tables are promptly and
appropriately reset after each seating.

VS
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50

Leftover Food To-Go Requests (“Doggy Bag”) — To-go
service is provided upon request. Styrofoam containers
are not permitted. Wait staff transfers food items or
allows guests to transfer food items into provided
containers.

VS

51

Payment/Departure/Guest Checks — Guest checks are
promptly presented upon completion of the meal or upon
request. The guest check clearly states the cost of each
food or drink item and is accurately totaled. Individual
guest checks are provided upon request. Payment may be
made at the table. An appropriately itemized receipt is
provided.

VS

52

Payment Methods — The Concessioner honors credit cards
to include, but not limited, to MasterCard, Visa, American
Express, and Discover. Debit cards and other forms of
payment including but not limited to travelers’ checks,
personal checks, and gift cards may be accepted at its
discretion or at the direction of the Service.

VS

53

Seating Capacity — Local fire regulations regarding seating
capacities and notification requirements are adhered to.

AL

54

Outside Dining — Tables are cleared promptly after guests’
departure to prevent the attraction of animals or pests.
Trash receptacles are regularly emptied and food or drink
spills promptly cleaned to prevent the attraction of
wildlife. If required, signage regarding wildlife feeding
prohibitions is conspicuously posted.

RP

55

Tray Stands — Tray stands are discreetly stored and
promptly removed from tables after use.

CcC

56

Refilling and Cleaning of Table Items — All table
accoutrements that can be refilled per manufacturer
labeling are refilled and cleaned between service periods.

VS

B. Food/Appetizers/Beverages

57

Presentation — Food and appetizers are presented
creatively with attention to food placement and design.
Food is free of discoloration and does not intermingle on
plates unless it is part of the presentation. Sides are
appropriately paired with entrees to promote a pleasing
display; items do not hang over the edge of the plate.
Garnishes, fruits, and vegetables are attractive and fresh.

VS
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58

Temperature — Food is served at the correct temperatures
customarily used in the food and beverage industry. The
evaluator uses reasonable judgment in determining
compliance with this requirement.

VS

59

Ingredients — Foods are prepared with ingredients that
reflect the regional and market availability of locally
grown, fresh, and environmentally friendly products. Food
may be prepared with frozen, canned, and convenience
foods and prepackaged sauces, etc. All food advertised
and served is purchased and prepared according to Food
and Drug Administration food code requirements; meat
products are USDA minimum "Choice" grade. Every meat
and poultry item bears a Federal inspection stamp. Dairy
products, produce, dry stores, and canned goods meet
USDA Grade A or equivalent standards. Food grade need
not be stated on menus.

VS

60

Organic, Local, Seasonal, Healthful, and Other Sources —
Food is obtained from regulated or inspected producers.
If necessary, farmer’s markets may be used as a source of
produce to supplement commercial supplies with local,
seasonal, or hard-to-find produce items. All produce is
derived from commercial (inspected) supplies or are
inspected by a qualified source.

VS

61

Menu Item Availability and Advisories — Menus provide a
reasonable variety and some moderately priced items or
entrees for the type of facility. Menus include items for
dieters and “health-conscious” guests. A separate
children's menu is provided upon request. Food and drink
items listed on menus are available during the entire
serving period, except for nightly specialty items, which
may have a more limited inventory. The wait staff
proactively communicates the unavailability of any menu
item(s) to guests and makes appropriate
recommendation(s) for substitution(s). Menus include an
advisory for raw or undercooked animal-based foods (e.g.,
“Consuming raw or undercooked meats, poultry, seafood,
shellfish, or eggs may increase your risk of food-borne
illness”), and requests that guests alert wait staff to any
food allergies or special dietary needs. Menu descriptions
are consistent with the ingredients.

VS
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62

Returned Menu Items — If a guest refuses or returns a
menu item, wait staff promptly and courteously
acknowledges the request, provides a time estimate for an
alternative or a replacement, and checks with the guest
after re-delivery that the item meets the guest's
satisfaction.

VS

63

Core Menu — All establishments offer a core menu.

VS

64

Prepared to Order — Entrées may occasionally be made
from scratch but are made primarily with convenience
items. Most menu items are not cooked to order;
however, typical entrée items (e.g. egg and meat dishes)
are prepared according to the diner's wishes.

VS

65

Self-Services — Guest self-services include breakfast, salad,
soup, and dessert bars and have the appropriate amounts
and types of items. Food items are fresh, appropriately
garnished and presented, properly compartmentalized,
free of discoloration, served to proper temperature, and
continually restocked. All food items are clearly marked
with typed labels to convey a clear understanding and
reference of the menu item. Guests are provided with a
clean plate each time they go through a self-serve line.

VS

66

Beverage Presentation — Beverages are served in the
correct type of glass with the garnish (e.g. lemon, lime,
celery stick, etc.) customarily used in the food and
beverage industry. The wait staff offers refills to guests.

VS

67

Wine Service — If bottled wine is ordered, wait staff pours
a small amount for the person ordering to taste and waits
for approval before filling guest’s glasses. When wine
bottles are emptied, wait staff inquires if
additional/different wine is desired. Guests typically refill
own wine glasses after initial pouring by wait staff.

VS

68

Liquor Laws — All applicable Federal, state, and local laws
concerning liquor sales and service are observed. The
Concessioner shall discreetly verify the age of any guest
who appears to be fewer than 10 years older than the
legally established drinking age.

AL
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69

On Premises Sales/Consumption — Any purchased
alcoholic beverages sold are consumed onsite. No
packaged alcohol sales are permitted. All alcoholic
beverages are served by the glass or bottle; pitchers are
not permitted.

AL

C. Personnel

70

Staffing Levels — All food and beverage services are
properly staffed so as to prevent undue delays in service.
In determining what constitutes undue delay, the
consideration is given to the kinds and types of services
being rendered and which situations or conditions are
beyond the Concessioner’s control (e.g. unanticipated
influxes of guests, facility or equipment breakdowns, or
sudden weather changes). The reasonableness of the
delay, based on the above is the determining factor. Wait
staff proactively informs guests of any anticipated delays
and promptly explains any unanticipated delays.

VS

71

Employee Attitude — Each employee projects a friendly,
hospitable, helpful, positive attitude and is capable and
willing to answer guests' questions (about both job and
general park information). Additionally, employees are
proactive in solving guest issues, ensuring guest
satisfaction, and anticipating guests’ needs.

VS

72

Employee Appearance — Each employee wears a uniform
or name tag identifying them as a concession employee.
The uniform is commensurate with the type of service
provided. Employees present a neat, clean, and otherwise
attractive professional appearance.

VS

73

Employee Training Programs — An active training program
for all employees for the development of necessary skills
and techniques is provided for all employees. These
sessions stress work performance and, as appropriate to
the position, also includes technical training for specific
equipment, first aid, AED, fire and life safety (e.g. CPR and
Heimlich maneuver), alcoholic beverages, product and
service presentation, cleanliness, employee attitudes, NPS
philosophy and policy and any other training
requirements. Performance is indicative of good training.

VS
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Management Availability — A manager and/or other key
personnel is available in the food service facility during all
operating hours, and, if required, are food-safety certified

74 . . . o A VS
by an appropriate state or nationally accredited training
program.
Staff Meal Hours — Employee meal and coffee breaks do
not interfere with serving the public. A specific employee
break area is designated, which may be located within the
75 B VS

public dining area, provided that the break area is discreet
and is located away from the public seating area.

D. Rates

Approved Rates — All rates charged do not exceed those

approved by the Superintendent. These rates are verified
76 against the specific approved, service, quality, price or A VS
other such criteria.

Ranking Definitions

A. Major

First Priority (A) conditions or practices create or have the potential to exert a significant
impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

B. Moderate

Second Priority (B) conditions or practices create or have the potential to exert a moderate
impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

C. Minor

Third Priority (C) conditions or practices create or have a potential to exert a minor impairment
to visitor or employee health and safety; park resources; visitor services or visitor enjoyment;
Concession Facilities or associated personal property.

Focus Area Acronyms

Primary Focus Area Abbreviation Primary Focus Area
LS Life Safety/Health
RP Resource Protection
VS Visitor Satisfaction
cc Cleanliness/Condition
AL Accessibility/Legal
Requirements
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Full Service Concessioner-Operated Campgrounds and RV

Parks

Description - This classification consists of Concessioner-operated campgrounds providing an array
of full services to accommodate all types of campers. Full services include 50% or more sites which
have full site utility hookups (approved water, electricity, and sewer supply) as well as central dump
stations, utility sinks for cleaning of dishware and restrooms with flush toilets. Full service

campgrounds also provide on-site amenities such as picnic tables, fire rings or grills, central

playground areas, paved roads, and access to shower/laundry facilities, camper store and other
services, either on-site or within a 5 minute drive.

FACILITY STANDARDS

A,B,C
Ranking

Primary
Focus
Area

Standard
Number

A. In-Park Campground Registration Facility —
Exterior

Building Structure - Building exteriors are maintained in good
condition and in a good state of repair at all times. Exterior
surfaces are painted or treated to protect against deterioration.
Painted surfaces are free of peeling paint, soil, and obvious cracks
in masonry, and present an attractive appearance. Roofs are
maintained with no missing tiles or shingles. Gutters and
downspouts are maintained and cleaned to prevent overflow,
especially at building entrances. Rooftop ventilation and other
systems are in good repair.

CcC

Landscaping/Grounds - Landscaping conforms to park standards.
Noxious weeds and invasive plants are removed in coordination
with the designated NPS integrated pest management coordinator
and in accordance with an approved landscape plan. Grounds are
continuously monitored to remove debris and trash from exterior
structure areas and from shrubbery and planted areas.
Appropriate drainage is maintained to keep water from collecting
against buildings.

cC
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Parking - Adequate parking spaces for automobiles, bicycles, etc.,
are provided. The parking area is paved and well-marked with
stripes or other clearly visible method of designating spaces.
Gravel and/or dirt parking areas are acceptable and are
adequately graded to remove drainage ruts and holes. Accessible
3 spaces are prominently designated, clean, and free of refuse and B CcC
obstructions. All parking areas, curbing, concrete bumpers, and
driveways are well-maintained and free of excessive cracking,
crumbling, holes, or unsightly repairs. If applicable, parking areas
may be patrolled for food storage violations or other Area
regulations.

Pathways, Sidewalks, Ramps, Steps and Stairs - All pathways,
sidewalks, ramps, steps and stairs are unobstructed and free of
4 debris, obstructions, snow, and ice. These surfaces are maintained A LS
in good repair, free of excessive cracking, crumbling, holes, or
tripping hazards, with well-maintained hand railings.

Lighting/Illumination -Lighting is provided and maintained to
indicate the entrance to the property and illuminate facades or
signage so that guests can identify the building and safely navigate
to it. Lighting is consistent with the NPS Night Sky requirements.
Down-lighting is preferred on tall structures or post lights. Energy
efficient bulbs are used in all fixtures, if feasible.

Public Signs - Public signs for which the concessioner is responsible
are appropriately located, accurate, attractive and well-
maintained. Permanent signs are professionally designed and

6 produced, consistent with NPS standards, and appropriate for the B VS
purpose they serve. The Superintendent has approved signs prior
to installation. Temporary signs are computer-generated, framed
or laminated, and professional in appearance.

Site Utilities, Equipment and Delivery Area - All service areas and
equipment, such as above ground tanks and HVAC systems are
adequately marked and maintained in a neat and orderly manner.
All service areas are well-kept with litter and debris removed.
Fencing or screening is preferred, however, all service areas not
fenced or screened are well-kept and litter and debris removed.
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Garbage and Trash/Recycling - Trash containers are conveniently
located and in sufficient quantity to handle the needs of the site.
Dumpster drain holes are plugged to keep liquids from draining
onto the site. Waste does not accumulate in trash containers to
the point of overflowing. Refuse is stored in covered, waterproof
receptacles which comply with all relevant construction standards
(such as bear and wildlife proof), as specified by the National Park
Service. All market available recyclable products are collected and
recycled. Central refuse collection sites are screened from public
view.

RP

Sanitary Disposal System - An approved area is established for
purposes of discarding sewage. Sewage pump out stations are
operable, clean, and in good condition and meet the following
conditions. The spring loaded water tower or hose retracing
mechanism is constructed to present a professional appearance.
When the hose is dropped it does not touch the ground and is
automatically stored at a height that does not allow it to come in
contact with the ground. A backflow prevention device or vacuum
breaker on the water line is installed and functioning. The dump
station is on a level parking strip, concrete pad and sloped to
drain. A foot operated self-closing drain hatch or T-handle is
affixed to the drain hatch so that it may be removed and replaced
without the guest’s hand coming in contact with sewage. The drain
allows over spill into the opening. A covered, lined garbage
receptacle is available or dumpster is within 50’ of the station.

RP

10

Propane - All propane tanks accessible to vehicles are marked with
reflective strips and are protected from vehicles with fencing or
barriers. No smoking signage is conspicuously posted. A fire
extinguisher suitable for use on all anticipated types of fires, with a
valid current inspection date and a valid pressure indicator is
readily available in the propane dispensing area. The propane
dispensing mechanism is locked when not in use. All equipment
(propane tank, scale, hoses, fittings, gauges and gloves) are in
good condition and the area around the propone tank is neat,
clean. The propane dispensing nozzle is caged and locked to
prevent unauthorized people from releasing any gas that is left in
the hose.

LS

11

Fences and Walls - All fences and walls are cleared of overgrowth
and are well-maintained.

CcC
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12

Flags - Any national, state, or park flag displayed at an exterior
location near the main entrance is in good condition and adheres
to the display guidelines of the United States Flag Code. Flags are
a minimum size of 3’x 5’. Any lighted flag display adheres to NPS
Night Sky requirements.

VS

13

ADA Accessibility - Buildings and areas meet the requirements of
the Americans with Disabilities Act and all other applicable laws
related to accessibility.

AL

14

Ice/Vending — Ice and vending machines are in good working
order and well-maintained. Signage on the machine either relates
to park interpretive themes or is generic in nature. Any machines
temporarily out-of-service or out-of-service for the season has
computer-generated signs directing visitors to the closest
functioning unit. All machines that accept currency accept the
Presidential $1 coin. Any change machines which accept $5 dollar
bills or higher denominations are able to dispense $1 coins in
change. Each coin vending machine has signs and notices posted
on the machines denoting the acceptance of the Presidential S1
coin.

VS

15

Firewood - Fire wood is neatly stacked and/or bundled in a
dedicated area. The wood is properly seasoned for immediate
guest use. The sale price is clearly marked in a professional
manner. All firewood offered for sale is free of any disease and
insect infestation.

VS

B. In-Park Campground Registration Facility —
Interior

16

Registration/Waiting Area — The guest registration/waiting area is
clean, organized and in good condition. Walls, floors, ceilings and
windows are clean and in good condition. Literature racks are
attractively displayed and include Park, safety, and concessioner
information. Any entrance benches, tables and other outdoor
furnishings are clean and well-maintained.

cc
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17

Public Signs - Interior public signs for which concessioner is
responsible are appropriately located, accurate, attractive, and
well-maintained. Permanent signs are professionally designed and
produced, consistent with NPS standards, and appropriate for the
purpose they serve. The Superintendent has approved signs prior
to installation. Temporary signs are computer-generated, framed
or laminated, and professional in appearance. Permanent indoor
signs are designed and maintained for the disabled and include
applicable international graphical symbols. Handwritten signs
within assigned areas are not used unless the Service approves
exceptions. Signage is neat and tidy, and does not create a
cluttered or untidy look.

VS

18

lllumination - Sufficient energy-efficient lighting, including
recessed, spot and flood lighting are adequate and appropriate,
and complementary to the décor of the facility. All light fixtures
are clean, functional, and in working condition with no burned out
bulbs.

Vs

19

Ventilation/Climate Control/Temperature - Public spaces are
adequately ventilated with working climate control thermostats or
other methods used to heat public spaces. Public spaces are
maintained at a temperature consistent with guest comfort.

VS

20

Drinking Fountains - Public drinking fountains are clean and in
good working condition.

CcC

21

Emergency Lighting/Exit Lights/Emergency Exits - Exit lights on
permanent structures are on emergency circuits and in operation
at all times. Emergency exits in all areas of the facility are
adequately marked and unblocked.

LS

22

Fire Extinguishers - Accessible fire extinguishers suitable for use
on anticipated type of fires are located in each building, visibly
displayed, and appropriately signed with proper, up-to-date
operating instructions, and visible inspection certificates or tags.

LS

23

Fire Alarms and Pull Boxes - Fire alarms and pull boxes are visible
and accessible to guests and employees.

LS

24

First Aid Kit - A standard 24-unit first aid kit is provided near the
campground registration area, adequately marked, and staff
knows where to locate the unit quickly.

LS

C. In-Park Maintenance Area/Building
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25

Building Structure — Maintenance building exteriors are
maintained in good condition and in a good state of repair at all
times. Exterior surfaces are painted or treated to protect against
deterioration. Painted surfaces are free of peeling paint, soil, and
obvious cracks in masonry, and present an attractive appearance.
Roofs are maintained with no missing tiles or shingles. Gutters
and downspouts are maintained and cleaned to prevent overflow,
especially at building entrances. Rooftop ventilation and other
systems are in good repair.

CcC

26

Landscaping/Grounds — Maintenance area landscaping conforms
to park standards. Noxious weeds and invasive plants are removed
in coordination with the designated NPS integrated pest
management coordinator and in accordance with an approved
landscape plan. Grounds are continuously monitored to remove
debris and trash from exterior structure areas and from shrubbery
and planted areas. Appropriate drainage is maintained to keep
water from collecting against buildings.

CcC

27

Garbage and Trash/Recycling - Trash containers in maintenance
areas are conveniently located and in sufficient quantity to handle
the needs of the site. Dumpster drain holes are plugged to keep
liquids from draining onto the site. Waste does not accumulate in
trash containers to the point of overflowing. Refuse is stored in
covered, waterproof receptacles which comply with all relevant
construction standards (such as bear and wildlife proof), as
specified by the National Park Service. All market available
recyclable products are collected and recycled. Central refuse
collection sites are screened from public view.

RP

28

Site Utilities, Equipment and Delivery Area - All service areas and
equipment such as above ground storage tanks and HVAC systems
are adequately marked and maintained in a clean manner.

Fencing or screening is not required; however, all service areas not
fenced or screened are well-kept and unsightly debris removed.

CcC

29

Fences and Walls - All fences and walls are cleared of vegetative
overgrowth and are well-maintained.

CcC

30

Housekeeping and Cleanliness - The maintenance area is well
organized and conveys a professional, well managed appearance.
Equipment, supplies and parts are stored in orderly fashion.

CcC

31

Hazardous/Flammable Material Storage - Adequate collection,
storage and disposal of hazardous waste and/or flammable
material generated by or used in the operations are managed.
Hazardous/flammable materials are stored in metal non-
flammable cabinets or in containers that are UL approved and
properly labeled with the name of the material they hold and the
type of hazard they represent.

LS

NPS Full Service Campgrounds and RV Parks 2014

Page 6





32

Fire Extinguishers - Accessible fire extinguishers suitable for use
on anticipated type of fires are located in each building, visibly
displayed, and appropriately signed with proper, up-to-date
operating instructions, and visible inspection certificates or tags.

LS

33

Eye-Wash Stations - Emergency eyewashes are placed in chemical
work areas with instructions on use clearly posted.

LS

34

Floors - The maintenance area floor is free of clutter and tripping
hazards such as extension cords, power hoses, etc. The floor is
reasonably free of grease stains, cracks and chips.

LS

35

Shop Lighting - Lighting is adequate to perform campground
maintenance activities while maintaining a high degree of safety.
Fixed ceiling lighting as well as portable retractable lights are clean
and maintained with no burned out bulbs. Any suspended
fluorescent light bulbs are contained in a protective cover.

CcC

36

Storage/Organization — Parts and other supplies are stored in an
organized, secure and uncluttered fashion. To the greatest degree
possible, all parts are stored off the floor on industrial shelves
suitable for the weight and physical environment in which they are
used.

CcC

37

Safety Data Sheets — Current safety data sheets are visible, legible
and readily accessible to all staff.

LS

D. Showers/Laundry/Restroom Facilities

38

Public Restroom - Restrooms are clean, free of litter, well-
illuminated, ventilated, and maintained. Restrooms are equipped
with hot and cold running water. Toilet bowls, sinks, and urinals
are clean, free of stains and in proper operating condition. Toilet
tissue, disposable towels, or air drying devices, if provided, are
available at all times. Soap is provided, unless prohibited by

park wildlife management plans. Walls, floors, ceilings, mirrors,
waste receptacles, chairs and other furnishings are clean and well-
maintained. Quality of decorative finishes is commensurate with
the facility. A cleaning inspection log is maintained and posted on
the back of the access door noting time of cleaning inspection and
initialed by inspector.

VS

39

Laundry - A minimum of two washers and dryers per 25 sites are
provided, or access is provided on site to a central shower/laundry
facility within a 5 minute drive. (If less than 25 sites, one washer
and dryer). Equipment is clean, functioning and in good condition
with no soap or dirt build up. Lint traps and clothes dryers are
inspected and cleaned daily. The washers and dryers are energy
and water efficient. Any equipment that is out of order has signs
posted so stating and are returned to service as quickly as
possible.

The laundry area is neat, clean and in good condition. The areas
behind the washers and dryers are screened so hookups are not

Vs
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visible to campers and children cannot get behind machines. A
table, in good condition is provided for folding clothes, along with
a rack for hanging clothes. The laundry area provides seating for
two people and is in good condition. Signage regarding the
availability of soap and change machines is present. These items
are available within the laundry room or within close proximity.

40

Shower Stalls - Shower stalls including floors, walls, ceilings, doors
and attachments are clean, well-maintained, free of defects, dirt,
smudges, mold and mildew, hair, and ventilated. Shower floors
are equipped with either a non-slip, mildew-free untorn mat or
constructed with non-skid surfaces or strips that are securely
fastened. All mats are sanitized daily. Any showers that are
temporarily out-of-service have computer-generated signs posted
with appropriate "out of order” information and are returned to
service within a reasonable period of time.

CcC

41

Shower Enclosures - Shower curtains or an appropriate enclosure
are of sufficient length and width to fit the enclosure and to
prevent water from flowing onto the outer areas as well as to
assure privacy to the visitor. All shower enclosures are clean, free
of mold and mildew, untorn or unbroken, and otherwise in good
condition.

VS

42

Water Temperature and Pressure - Shower water temperatures
and pressures remain constant and comfortable. Extreme
pressure and temperature fluctuations do not occur. All fixtures
are low flow, securely installed and properly sealed/grouted.

Vs

43

Dressing Area and Clothes Storage - Either central lockers or a
minimum of two clothes hooks per stall are provided and located
in close proximity to each shower stall. Any provided lockers are
clean and rust free, with working doors and hardware. Dressing
areas contain adequate and well-maintained seating, as
appropriate.

VS

44

Security — Arrangements for safekeeping of visitor’s valuables are
provided, or signs are conspicuously posted stating that the
Concessioner is not responsible for visitor's valuables.

VS

45

Soap and Towels - Any soap provided by the Concessioner is in
bulk dispensers. Dispensers are flushed and cleaned once per
quarter, or more often depending on usage. Provided towels are
good quality large bath size, clean and in good condition.

VS
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46

Mirrors - Sufficient numbers and sizes of mirrors are provided for
each sink area. The mirror(s) are securely mounted, clean,
unpitted and free of cracks.

VS

47

Ground Fault Interrupters (GFl) - Each electrical outlet adjacent to
sinks or other water sources is connected to a working ground
fault interrupter. A standard GFI duplex receptacle meets this
requirement when placed between two sinks.

LS

48

Emergency Instruction - Notification is provided in the shower
facility on how to obtain emergency assistance, such as fire, police,
ambulance and medical.

LS

49

Hair Dryers —Any provided commercial type hair dryers are clean
and operable.

CcC

50

Public Telephones- Public telephones are available in remote
locations where mobile phone connectivity is not available or
inconsistent. Telephones are in working order, well-maintained
and free of graffiti, and worn or rusty elements.

VS

E. Site Management

Site Maintenance

51

Interior Roads - Roadways throughout the campground are in
good condition and well defined with no potholes or ruts. If
paving is not provided as a surface, the roads are treated for dust
control where necessary. A minimum of 12’ for one way and 18’
for two-way is maintained for safe maneuverability.

cC

52

Sites and Access Roadways - Sites and access roadways leading to
the sites have a minimum of 14’ overhead clearance. The parking
pad is comprised of concrete, recycled asphalt material, gravel or
grass as a base. Any provided gravel bases are free of grass and
weeds. Any provided grass pad is defined, smooth and manicured
and turf is in good condition. All sites are level (less than 2%
grade). No cords are present across roadways or other sites.

CcC

53

Site Maintenance/Landscaping - Site landscaping conforms to
Park standards. Grounds and landscaping are kept neat and clean.
Noxious weeds and invasive plants are removed in coordination
with the designated NPS Integrated Pest Coordinator and
according to an approved landscape management plan. No
debris, refuse or litter is allowed on any site or in any space
beneath a trailer.

cC
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54

Amphitheaters/Public Assembly Area - Any provided
amphitheaters and public assembly areas are neat, tidy and well
maintained. Seating areas are clean and functional and any
provided seating or benches are in good condition. The area is
well kept and does not contain unsightly weeds or garbage.

CcC

55

Bollards - All bollards are in good structural condition, straight and
sufficient to guide traffic appropriately. Bollards are constructed
of wood, concrete, or metal and are appropriately treated (stain,
oil, paint) to provide an attractive appearance.

cC

56

Hookups - All hookups (water, electric, sewer, and/or phone cable)
are in good working condition. RV hookups are located
conveniently on the driver’s side of the RV site.

All sewer risers have tight fitting and unbroken commercial caps.
Pump-out connections are designed flush to the ground to
eliminate sewage backflow.

All electric outlets are hard wire attached feeds with covers and
connected to a working ground fault interrupter or circuit breaker.

All water lines are operational with working spigots and equipped
with operational back flow preventers, sized for the size of the
line. All sites without drinking water have drinking water
accessible within 100’ of the sites.

VS

57

Tables- At least one clean and well maintained picnic table is
provided for each designated site. Tables are free of vandalism and
graffiti.

cC

58

Grills, Fire Containing Devices - Grills and fire containing devices
are free of vandalism and graffiti and repaired as necessary to
assure proper function. One grill or fire containing device is
available at each site.

CcC

59

Wildlife Food Storage Units - Any provided Service-approved
wildlife food storage lockers are located in a central area or in
close proximity to each site. Other Service-approved provisions
for storing food such as metal containers inside a hard-sided
building are acceptable. All units are adequately marked, painted
and in good condition.

RP
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60

Site Boundaries, Site Numbers - All sites are adequately and
clearly marked by the placement of permanent, well-maintained
markers or other identifiable means at each site corner. Site
markers are subject to approval concerning size, design and
readability of numbers from the roadway in the
campground/trailer village.

VS

61

Trailer Spacing and Size Requirements - No trailer in excess of 8
feet in width, or 50 feet in length is permitted on a transient site,
unless approved by the Superintendent or in a campground site
designed for larger trailers.

VS

62

Vehicles and Boats - No vehicle or boat may be parked in such a
way as to interfere with normal flow of traffic within the trailer or
campground area. Overflow parking, if any, is allowed only in
approved designated areas. Only the maximum numbers of
vehicles authorized by the Superintendent are permitted per site.

VS

Site Amenities

63

Internet - Any provided internet access is maintained to prevent
frequent outages of services.

VS

64

Radio and Television Antennas and Satellite Dishes - Individual
radio, television antennas and satellite dishes are permitted
provided they are attached directly to the trailer within the
boundaries of the site rented and without wires to the ground.
Systems which interfere with or disrupt radio or television
reception for other tenants are not permitted. Antennas are
erected so as to not come in contact with power lines, should they
fall; and are installed with a minimum 10 foot vertical and
horizontal clearance from power lines.

Vs

65

Liquid Propane Gas (LPG) Tanks - The Concessioner monitors each
renter to ensure that all LPG tanks are attached to the RV and not
set on the ground.

LS

OPERATIONAL STANDARDS

A. Rental Reservation Services

66

Availability - Reservation services are available, at a minimum, via
telephone, mail, and fax. If reservation services are available via
the internet, they are available on a 24-hour, real-time on-line
availability. If telephone service is utilized, service is available
during normal business operating hours.

Vs

67

Knowledge of Campground Rental Staff - Campground
reservation agents demonstrate their ability to provide adequate
information about rates, campground/RV rental policies and
services, local attractions, access, etc. The Concessioner's website
provides the same information.

VS

NPS Full Service Campgrounds and RV Parks 2014

Page 11





68

Length of Stay - Concessioners enforce the Service's maximum
length of stay regulation for per person or party of the same
individuals, whether private or non-profit of 14 consecutive days.
The Concessioner does not book a person, party or organization
for more than 30 nights per year in campgrounds it manages.
Length of stay regulations are disclosed at the time of reservation.

AL

69

Confirmation - Each reservation call concludes with confirmation
number. Sales are accurately and legibly recorded. Receipts are
given for all site rentals. Additionally, an e-mail is automatically
sent, or written confirmation is sent via mail to confirm the
reservation and provide additional concessioner and park
information.

VS

70

Management Information Systems - The reservation system
integrates with the concessioner's Property Management
Information System (PMIS) and provides comprehensive reporting
capabilities.

VS

71

Payment Methods - The concessioner honors credit cards to
include, but not limited to, MasterCard, Visa, American Express,
and Discover. Debit cards and other types of payment methods
including but not limited to travelers’ checks, personal visitor
checks and gift cards may be accepted at their discretion or at the
direction of the Service.

VS

72

Reservation and Damage Deposits - Concessioners may require a
deposit to reserve a campsite, but all deposit policies/information
are disclosed at the time of the reservation and approved by the
Service. Remaining balance is due in full no more than 90 days
prior to arrival.

VS

73

Rate Changes - The advance rate is honored and customer is
refunded the difference if the approved rate is lower than the
anticipated rate.

VS

B. Rental Check-In/Check-Out Services

74

Hours of Operation - All facilities and services are operated in
accordance with the specified and posted hours of operation.
Hours of operation are prominently displayed at each facility and
posted in such a manner as to be easily visible to the public.

VS

75

Check-In - Check-in is completed promptly in a friendly and
professional manner. Photo ID's are requested. At a minimum, the
campground staff confirms RV type and length, duration of stay,
departure date and check-out time and method of payment.
Campground staff also identifies any extra charges (utility pass
through, donations to friends groups and associations).

VS
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76

Rental Agreements - Written rental agreements or registration
forms, conforming to applicable legal requirements, and approved
by the Superintendent are executed for each site rental. Rental
agreements also include a requirement that the site renter, as a
condition of the rental, must abide by these standards, as well as
the campground or RV rules.

VS

77

Authorized Number and Types of Rental - Group size, duration of
stay, number of actual sites and number of tents per site do not
exceed the approved number and times. The Concessioner does
not rent sites that are used for, or reserved in any way by any
persons for the purposes of promotional display, advertising or
sale of trailers or trailer accessories or any type of commercial or
business use.

AL

78

Order of Rental - A waiting list of rental requests is maintained on
a first come, first-served basis, or in any other manner approved
by the Superintendent.

VS

79

Accepted Vehicles - Only recreational vehicles are accepted for
occupancy. No double-or triple-wide, tip-out trailers and modular
homes are permitted.

VS

80

Site Registers - Accurate, up-to-date registers of site occupants are
maintained and available for examination by authorized
Government employees. The register list includes information
such as name of guest, date of rental period, site number, number
of vehicles in the party, license and state of registration of the
vehicles and trailer and make, model, year, and overall length of
the trailer.

VS

81

Park Orientation Material - The concessioner offers park-specific
material upon check-in, to include brochures, maps (marina and
park maps), newsletters, and special notices. Upon request,
additional information is provided about local businesses, places
of interest by land and by boat, major highways, airports,
restaurants, places of worship, etc.

VS

C. Site Management

82

Open Fires — No open fires are permitted outside of approved and
designated fire-containing devices.

RP

83

Mechanical Repairs- The Concessioner permits no major
mechanical work on any vehicle within the campground/RV park,
with the exception of emergency repairs performed by a mobile
RV repair service.

VS

84

Quiet Hours— Required quiet hours for all services are enforced by
the Concessioner. A policy for generator use/noise is also
developed and enforced.

VS
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85

Lost & Found- Any and all items found are logged and turned into
a designated secure location. Lost and found articles are properly
dated, secured and stored. Records are maintained and
procedures established to ensure prompt, accurate response to
guest inquiries concerning lost articles.

Vs

86

Pets - Pets and pet rules are managed and enforced. The
Concessioner requires and enforces all pet rules, including leash
and noise requirements. All pet excrement disposal
requirements, as established by the Park are met. The
Concessioner removes any troublesome pet.

Vs

87

Public and Emergency Information - A well-maintained bulletin
board or other informational methods of display provides accurate
and timely information about park activities, facilities and services
available. References and directions to lost and found area, public
telephone, as well as to local facilities, such as retail, service
stations, medical clinics, hospitals for emergency and non-
emergency care and other emergency numbers are provided.
Provisions are made for delivering emergency messages to guests
in a timely and effective manner. Routine messages for guests are
prominently displayed.

LS

88

Employee Residential Area- Concessioner employees do not
occupy short term transient sites.

VS

D. Personnel

89

Staffing Levels - All facilities and services are properly staffed so as
to prevent undue delays in service. In determining what
constitutes undue delay, the consideration is given to the kinds
and types of services being rendered and which situations or
conditions are beyond the Concessioner’s control (e.g.
unanticipated influxes of guests, facility or equipment
breakdowns, or sudden weather changes). The reasonableness of
the delay, based on the above is the determining factor.

VS

90

Campground Host - The Concessioner provides an active
campground host or adequate staff to conduct pro-active patrols
throughout the day and evening.

VS

91

Employee Attitude - Each employee projects a friendly,
hospitable, helpful, positive attitude and is capable and willing to
answer guests' questions (about both job and general park
information). Additionally, employees are proactive in solving
guest issues, ensuring guest satisfaction, and anticipating guests’
needs.

VS
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Employee Appearance - Each employee wears a uniform or name
tag identifying them as a concession employee. The uniform is
92 commensurate with the type of service provided. Employees A VS
present a neat, clean, and otherwise attractive professional
appearance.

Employee Training Programs - An active training program for all
employees for the development of necessary skills and techniques
is provided for all employees. These sessions stress work
performance and, as appropriate to the position, also includes

93 technical training for specific equipment, first aid, AED, fire and life A VS
safety (e.g. CPR and Heimlich maneuver), alcoholic beverages,
product and service presentation, cleanliness, employee attitudes,
NPS philosophy and policy and any other training requirements.
Performance is indicative of good training.

E. Rates

Approved Rates - All rates charged do not exceed those approved
94 by the Superintendent. These rates are verified against the specific A VS
approved, service, quality, price or other such criteria.

Ranking Definitions

A. Major

First Priority (A) conditions or practices create or have the potential to exert a significant
impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

B. Moderate

Second Priority (B) conditions or practices create or have the potential to exert a moderate
impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

C. Minor

Third Priority (C) conditions or practices create or have a potential to exert a minor impairment
to visitor or employee health and safety; park resources; visitor services or visitor enjoyment;
Concession Facilities or associated personal property.

Focus Area Acronyms

Primary Focus Area Abbreviation Primary Focus Area
LS Life Safety/Health
RP Resource Protection
VS Visitor Satisfaction
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ccC

Cleanliness/Condition

AL

Accessibility/Legal
Requirements
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GUIDED WATER TOUR STANDARDS

Description - This classification of Guided water operations consists of Concessioner-guided water
tours that occur on larger, U.S. Coast Guard certified vessels under control of a licensed captain.
Meal service on board the vessel may be provided. Guided water tours are typically interpretive in
nature and may occur in rivers, lakes and/or coastal harbors.

A B,C Primary
Ranking | Focus Area

FACILITY STANDARDS

Standard | A. In-Park Reservation/Ticket Sales Building -
Number | Exterior

Building Structure - Building exteriors are maintained in
good condition and in a good state of repair at all times.
Exterior surfaces are painted or treated to protect against
deterioration. Painted surfaces are free of peeling paint,
soil, and obvious cracks in masonry, and present an
attractive appearance. Roofs are maintained with no
missing tiles or shingles. Gutters and downspouts are
maintained and cleaned to prevent overflow, especially at
building entrances. Rooftop ventilation and other systems
are in good repair.

Landscaping/Grounds - Landscaping conforms to park
standards. Noxious weeds and invasive plants are removed
in coordination with the designated NPS integrated pest
management coordinator and in accordance with an

2 approved landscape plan. Grounds are continuously B cc
monitored to remove debris and trash from exterior
structure areas and from shrubbery and planted areas.
Appropriate drainage is maintained to keep water from
collecting against buildings.

Parking - Adequate parking spaces for automobiles,
bicycles, etc., are provided. The parking area is paved and
well-marked with stripes or other clearly visible method of
designating spaces. Gravel and/or dirt parking areas are
acceptable and are adequately graded to remove drainage
ruts and holes. Accessible spaces are prominently
designated, clean, and free of refuse and obstructions. All
parking areas, curbing, concrete bumpers, and driveways
are well-maintained and free of excessive cracking,
crumbling, holes, or unsightly repairs.
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Pathways, Sidewalks, Ramps, Steps and Stairs - All
pathways, sidewalks, ramps, steps and stairs are
unobstructed and free of debris, obstructions, snow, and
ice. These surfaces are maintained in good repair, free of
excessive cracking, crumbling, holes, or tripping hazards,
with well-maintained hand railings.

Lighting/Illumination -Lighting is provided and maintained
to indicate the entrance to the property and illuminate
facades or signage so that guests can identify the building
5 and safely navigate to it. Lighting is consistent with the NPS B LS
Night Sky requirements. Down-lighting is preferred on tall
structures or post lights. Energy efficient bulbs are used in
all fixtures, if feasible.

Public Signs - Public signs for which the concessioner is
responsible are appropriately located, accurate, attractive
and well-maintained. Permanent signs are professionally
designed and produced, consistent with NPS standards, and
appropriate for the purpose they serve. The
Superintendent has approved signs prior to installation.
Temporary signs are computer-generated, framed or
laminated, and professional in appearance.

Site Utilities, Equipment and Delivery Area - All service
areas and equipment, such as above ground tanks and
HVAC systems are adequately marked and maintained in a
neat and orderly manner. All service areas are well-kept
with litter and debris removed. Fencing or screening is
preferred, however, all service areas not fenced or
screened are well-kept and litter and debris removed.
Utility lines are well organized and hidden from guests view
as much as possible. Fluctuating water levels may result in
slack utility infrastructure; this slack is professionally
managed and organized. Ramps or other protection
devices are maintained to protect utility lines located in
prominent motor vehicle pathways from damage or
puncture.

Garbage and Trash/Recycling/Composting - Trash
containers are conveniently located and in sufficient
guantity to handle the needs of the site. Dumpster drain
holes are plugged to keep liquids from draining onto the
site. Waste does not accumulate in trash containers to the
point of overflowing. Refuse is stored in covered,
waterproof receptacles which comply with all relevant
construction standards (such as bear and wildlife proof), as
specified by the National Park Service. All market available
recyclable products are collected and recycled. Provided
compost collection areas are clean and orderly. Central
refuse collection sites are screened from public view.
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Fences and Walls - All fences and walls are cleared of
vegetative overgrowth and are well-maintained.

cC

10

Flags - Any national, state, or park flag displayed at an
exterior location near the main entrance is in good
condition and adheres to the display guidelines of the

United States Flag Code. Flags are a minimum size of 3’x 5’.

Any lighted flag display adheres to NPS Night Sky
requirements. Other flags of a maritime or nautical nature
are displayed below the National Flag.

Vs

11

ADA Accessibility - Buildings and areas meet the
requirements of the Americans with Disabilities Act and all
other applicable laws related to accessibility.

AL

12

Ice/Vending — Ice and vending machines are in good
working order and well-maintained. Signage on the
machine either relates to park interpretive themes or is
generic in nature. Any machines temporarily out-of-service
or out-of-service for the season has computer-generated
signs directing visitors to the closest functioning unit. All
machines that accept currency accept the Presidential S1
coin. Any change machines which accept S5 dollar bills or
higher denominations are able to dispense $1 coins in
change. Each coin vending machine has signs and notices
posted on the machines denoting the acceptance of the
Presidential $1 coin.

VS

B. In-Park Reservation/Ticket Sales Building
- Interior

13

Registration/Waiting Area — The guest registration/waiting
area is clean and well-lit. Literature racks are attractively
displayed and include Park, safety, and concessioner
information.

cc
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14

Public Restrooms - Restrooms are clean, free of litter, well-
illuminated, ventilated, and maintained. Restrooms are
equipped with hot and cold running water. Toilet bowls,
sinks, and urinals are clean, free of stains and in proper
operating condition. Toilet tissue, disposable towels, or air
drying devices, if provided, are available at all times. Soap
is provided, unless prohibited by park wildlife management
plans. Walls, floors, ceilings, mirrors, waste receptacles,
chairs and other furnishings are clean and well-maintained.
Women's or unisex restrooms have a covered waste
receptacle in every stall for the disposal of feminine
hygiene products. The disposal containers are clean and
emptied at least daily. Baby changing areas are provided in
both men's and women's restrooms, unless a unisex
restroom is available. Quality of decorative finishes is
commensurate with the facility. A cleaning inspection log is
maintained and posted on the back of the access door
noting time of cleaning inspection and initialed by
inspector.

CcC

15

Public Signs - Interior public signs for which concessioner is
responsible are appropriately located, accurate, attractive,
and well-maintained. Permanent signs are professionally
designed and produced, consistent with NPS standards, and
appropriate for the purpose they serve. The
Superintendent has approved signs prior to installation.
Temporary signs are computer-generated, framed or
laminated, and professional in appearance. Permanent
indoor signs are designed and maintained for the disabled
and include applicable international graphical symbols.
Handwritten signs within assigned areas are not used
unless the Service approves exceptions.

Vs

16

lllumination - Sufficient energy-efficient lighting, including
recessed, spot and flood lighting, are adequate and
appropriate, and complementary to the décor of the
facility. All light fixtures are clean, functional, and in
working condition with no burned out bulbs.

VS

17

Ventilation/Climate Control/Temperature - Public spaces
are adequately ventilated with working climate control
thermostats or other methods used to heat public spaces.
Public spaces are maintained at a temperature consistent
with guest comfort.

VS

18

Drinking Fountains - Public drinking fountains are clean and
in good working condition.

cC

19

Emergency Lighting/Exit Lights/Emergency Exits - Exit
lights on permanent structures are on emergency circuits
and in operation at all times. Emergency exits in all areas of
the facility are adequately marked and unblocked.

LS
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20

Fire Extinguishers - Accessible fire extinguishers suitable for
use on anticipated type of fires are located in each building,
visibly displayed, and appropriately signed with proper, up-
to-date operating instructions, and visible inspection
certificates or tags.

LS

21

Fire Alarms and Pull Boxes - Fire alarms and pull boxes are
visible and accessible to guests and employees.

LS

22

First Aid Kit - A standard 24-unit first aid kit is provided
near the registration or front desk, adequately marked, and
staff knows where to locate the unit quickly.

LS

23

Automated External Defibrillator (AED) - An automated
external defibrillator (AED) is adequately marked, and in
good working condition. The AED is accessible after hours
if located away from the front desk area.

LS

C. Maintenance Area/Building

24

Building Structure — Maintenance building exteriors are
maintained in good condition and in a good state of repair
at all times. Exterior surfaces are painted or treated to
protect against deterioration. Painted surfaces are free of
peeling paint, soil, and obvious cracks in masonry, and
present an attractive appearance. Roofs are maintained
with no missing tiles or shingles. Gutters and downspouts
are maintained and cleaned to prevent overflow, especially
at building entrances. Rooftop ventilation and other
systems are in good repair.

CcC

25

Landscaping/Grounds — Maintenance area landscaping
conforms to park standards. Noxious weeds and invasive
plants are removed in coordination with the designated
NPS integrated pest management coordinator and in
accordance with an approved landscape plan. Grounds are
continuously monitored to remove debris and trash from
exterior structure areas and from shrubbery and planted
areas. Appropriate drainage is maintained to keep water
from collecting against buildings.

cc

26

Garbage and Trash/Recycling/Composting - Trash
containers in maintenance areas are conveniently located
and in sufficient quantity to handle the needs of the site.
Dumpster drain holes are plugged to keep liquids from
draining onto the site. Waste does not accumulate in trash
containers to the point of overflowing. Refuse is stored in
covered, waterproof receptacles which comply with all
relevant construction standards (such as bear and wildlife
proof), as specified by the National Park Service. All market
available recyclable products are collected and recycled.
Provided compost collection areas are clean and orderly.
Central refuse collection sites are screened from public

RP

NPS Guided Water Tour Standards 2014

Page 5





view.

27

Site Utilities, Equipment and Delivery Area - All service
areas and equipment such as above ground storage tanks
and HVAC systems are adequately marked and maintained
in a clean manner. Fencing or screening is not required;
however, all service areas not fenced or screened are well-
kept and unsightly debris removed.

cc

28

Fences and Walls - All fences and walls are cleared of
vegetative overgrowth and are well-maintained.

cc

29

Housekeeping and Cleanliness - The maintenance area is
well organized and conveys a professional, well managed
appearance. Equipment, supplies and parts are stored in
orderly fashion.

cC

30

Hazardous/Flammable Material Storage - Adequate
collection, storage and disposal of hazardous waste and/or
flammable material generated by or used in the operations
are managed. Hazardous/flammable materials are stored
in metal non-flammable cabinets or in containers that are
UL approved and properly labeled with the name of the
material they hold and the type of hazard they represent.

LS

31

Fire Extinguishers - Accessible fire extinguishers suitable for
use on anticipated type of fires are located in each building,
visibly displayed, and appropriately signed with proper, up-
to-date operating instructions, and visible inspection
certificates or tags.

LS

32

Eye-Wash Stations - Emergency eyewashes are placed in
chemical work areas with instructions on use clearly
posted.

LS

33

Floors - The maintenance area floor is free of clutter and
tripping hazards such as extension cords, power hoses, etc.
The floor is reasonably free of grease stains, cracks and
chips.

LS

34

Safety Data Sheets — Current safety data sheets are visible,
legible and readily accessible to all concession maintenance
staff.

Ccc

D. Shuttle Vehicles

35

Condition - All vehicles used to transport passengers are
safe, clean, well-maintained, and in good physical
condition. The vehicle accommodates passengers either
seated or standing with appropriate grab bars/straps.
Storage areas accommodate passenger luggage and
luggage is secured from injuring passengers.

cc
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36

Registration, Licensing and Insurance - All vehicles used to
transport visitors and employees are operated by a licensed
and experienced operator. Vehicles are properly
registered, licensed, and insured in accordance with federal
and state laws and regulations. All vehicles used also
receive periodic safety inspections and are properly
maintained.

AL

37

Identification - All vehicles owned by the concessioner and
used in conjunction with the water guide operation are
marked with the company name and logo. This includes
appropriate permitting and documentation to be carried
within the vehicle at all times.

VS

E. Dock, Launch and Disembarkation Facilities

38

Dock/Launch/Disembarkation Facilities — Dock and pre-
boarding areas include space in which ticketed passengers
can comfortably and safely wait to board vessels; dedicated
gueuing space that facilitates efficient boarding; a security
screening area (as determined for the operation by the
Department of Homeland Security); access to restrooms;
access to and use of the pre-boarding space by
handicapped persons.

VS

39

Public Signs - Public signs for which the Concessioner is
responsible are appropriately located, accurate, attractive,
and well-maintained. Permanent signs are professionally
designed and produced, consistent with NPS standards, and
appropriate for the purpose they serve. The
Superintendent has approved signs prior to installation.
Temporary signs are computer-generated, framed or
laminated, and professional in appearance.

VS

40

Cleats - An adequate number and size of well-maintained
and secured cleats are available to properly secure the
vessel to the dock.

cc

41

Lines/Ropes - Lines are in good shape, unfrayed, adequate
in size and condition to properly secure the vessel to the
dock. All ropes are properly coiled and out of the high
pedestrian traffic areas.

cc

42

Dock Materials - Dock surfaces are free of excessive wear,
tear, and deterioration. All deck surfaces are clean, free of
unnecessary debris/obstructions, and overall well-
maintained. Railings and ladders are in good repair and
sturdy enough to support visitor use. All
infrastructure/utilities necessary to service slips is
contained and out of sight.

cC
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43

Gangways - Landside and vessel gangways are regularly
inspected to ensure they are well-maintained and in good
working order. Crews actively monitor the boarding and
deboarding process to ensure passengers do not overload
the gangway. To the greatest extent practical, all
concessioner passenger boarding apparatus, including
gangways and docks, comply with current ADA guidance.

cc

F. Vessels

Structure and Equipment

44

Watercraft - All United States Coast Guard (USCG)
requirements for the specific vessel type, including vessel
occupancy, equipment, gear, etc. are met. The watercraft
is identified and registered as per Federal, State or local
laws. The company name and logo is painted on each
watercraft.

AL

45

Inspection — Motor vessels are inspected as required by the
USCG. The Concessioner maintains written records
verifying the completion of such inspections. Basic safety
checks are made on a daily basis to ensure seaworthiness
and that proper safety equipment is present.

AL

46

Spare Vessel Equipment - Each guided paddlecraft contains
at a minimum, one spare paddle per every five (5) such
vessels. Additionally, each paddlecraft (except
paddleboards) also contains a bailing device per vessel in
the fleet.

LS

47

Cleats/Fenders/Bumpers - Bumpers are available and in
good condition. Bumpers and fenders are provided in
sufficient number and size to protect the vessel when
docking.

cC

48

Dock Lines - Lines are adequate in size and condition to
properly secure the vessel to the dock.

cC

49

Corridors/Steps/Stairs - Corridors and stairways are free of
clutter and trash, and are actively monitored for wet
conditions that may present trip hazards. To the greatest
extent practical, all concessioner passenger vessels comply
with current ADA guidance.

LS

50

Railings- Railings are secure, sturdy and otherwise well-
maintained. Railings are of adequate height to comply with
USGS requirements

cC

51

Walls and Ceilings - Walls and ceilings are clean, free of
defects such as cracks, breaks, torn coverings, stains,
cobwebs, etc.

cc

52

Windows - Windows are cleaned on a regular basis and are
free of chips and cracks.

cc
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53

Doors- Doors are easily operated and are well-maintained.
Vessel is equipped with fire doors with automatic closers, if
wood hulled vessel. When required by guest need, and to
the greatest extent practical, the operator has a procedure
to make doorways temporarily compliant with current ADA
guidance.

cc

54

Lighting - Stairways, walkways and seating areas are
adequately lit to prevent slips, trips, and falls.

cC

55

Furniture (Seat, Benches, Tables) - Built-ins and/or
furnishings are clean and in good condition. Upholstered
surfaces are inspected, repaired or replaced on a scheduled
basis.

cc

56

Decking, Floors and Carpet - Decks and floor coverings are
clean, untorn, and free of litter, stains and in good repair.
Floor coverings are of material that mitigates slips and falls,
even when damp or wet. Floor coverings are free of trip
hazards, cracks, and chips.

VS

57

Public Restroom - Restrooms are clean, free of litter, well-
illuminated, ventilated, and maintained. Restrooms are
equipped with hot and cold running water. Toilet bowls,
sinks, and urinals are clean, free of stains and in proper
operating condition. Toilet tissue, disposable towels, or air
drying devices, if provided, are available at all times. Soap
is provided, unless prohibited by park wildlife management
plans. Walls, floors, ceilings, mirrors, waste receptacles,
chairs and other furnishings are clean and well-maintained.
Women's or unisex restrooms have a covered waste
receptacle in every stall for the disposal of feminine
hygiene products. The disposal containers are clean and
emptied at least daily. Baby changing areas are provided in
at least one men's or women's restrooms, unless a unisex
restroom is available. Quality of decorative finishes is
commensurate with the facility. Signage in all restrooms
clearly indicates the limitations of on-board sewage
systems, and directs passengers not to dispose of anything
in the toilet but the toilet paper provided in the restroom.

cc

58

Public Signs - Public signs for which the Concessioner is
responsible are appropriately located, accurate, attractive,
and well-maintained. Permanent signs are professionally
designed and produced, consistent with NPS standards, and
appropriate for the purpose they serve. The
Superintendent has approved signs prior to installation.
Temporary signs are computer-generated, framed or
laminated, and professional in appearance.

VS

59

Ventilation/Climate Control/Temperature - Enclosed
passenger seating areas are adequately ventilated and
climate control systems are in good working order.

VS
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60

Electrical Outlets - Electrical outlets are functional and
clean of dust and other debris. Outlets are accompanied by
clean and functional outlet covers.

cc

Vessel Safety

61

Fire Extinguishers - Required fire extinguishers for
motorized vessels are suitable for use on all classes of fires
in compliance with National Fire Protection Association
(NFPA) standards and local codes. Fire extinguishers are
located on each level of a motorized vessel, visibly
displayed, and appropriately signed with proper, up to date
operating instructions and visible inspection certificates or
tags.

LS

62

Fire Hoses — Required fire hoses are located on each level
of a motorized vessel, visibly displayed, and appropriately
signed with proper, up to date operating instructions and
visible inspection certificates or tags.

LS

63

First Aid Kit — Each water guided trip has a first-aid kit
stored in a water-proof container and readily accessible to
employees and guests.

LS

64

Automated External Defibrillator (AED)- An automated
external defibrillator (AED) is adequately marked, and in
good working condition and is either marked or staff knows
where to locate the unit quickly.

LS

65

Marine VHF Radios/Satellite Telephones - Emergency
marine VHF radios, business band radios, and/or satellite
telephones, as required by the U.S. Coast Guard, State or
Local regulations, are present and well-maintained. In
areas with coverage, cell phones are also present and
available for emergency use.

LS

66

Audio and Visual Signaling and Navigational Equipment —
Operational audio (horns, bells, whistles) and visual
signaling and navigational equipment (lights, GPS) is
provided and in good working order. Vessels’ operating at
night complies with U.S. Coast Guard navigation light
requirements.

LS

67

Vessel Capacities - Vessel capacities do not exceed
maximums defined by the manufacturer or USCG, except at
the discretion of the Service for purposes of inspections or
in emergencies. The number of crew onboard at departure
meets minimum requirements for the passenger load, as
determined by the Department of Homeland Security.

AL

68

Vessel Safety Map- A vessel map is easily visible to all
passengers outlining the locations of all fire extinguishers,
emergency exits and fire alarm pull boxes.

LS

G. Environmental Protection
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69

Trip Garbage and Trash/Recycling- An effective system for
the collection and disposal of garbage and trash is
developed for on and off boat. This system includes
segregation of all recyclables. All trash is maintained in
such a manner as to not attract wildlife or other vermin
while in the backcountry. All trash is collected after each
trip, contained within a wildlife proof container,
transported off site, and properly disposed. Liquid and food
waste is disposed of in accordance with Department of
Public Health guidelines.

RP

70

Clean Operations - At minimum, all vessels meet or have a
documented plan for meeting Environmental Protection
Agency (EPA) requirements for engine operation and
emissions. Additionally, the Concessioner meets all EPA
requirements for storm water runoff on landside facilities,
and complies with appropriate procedures for discharge of
water from vessels.

AL

71

Sanitation/Human Waste — All applicable USCG and EPA
requirements for elimination or storage and pump-out of
grey and black water are met. Hand washing facilities are
readily available.

RP

OPERATIONAL STANDARDS

A. Reservation Services

72

Availability - Reservation services are available, at a
minimum, via telephone, mail, and fax. If reservation
services are available via the internet, they are available on
a 24-hour, real-time on-line availability. If telephone
service is utilized, service is available during normal
business operating hours.

VS

73

Knowledge of Reservation Staff - Reservation agents
demonstrate their ability to provide adequate information
about rates, cancellation policies, arrival and departure
times, amenities and services, local attractions, access, etc.

'S

74

Confirmation - Each reservation call concludes with a
confirmation number. Rentals are accurately and legibly
recorded. Additionally, an e-mail or written confirmation is
sent via mail to confirm the reservation and provide
additional concessioner and park information.

VS

75

Payment Methods - The concessioner honors credit cards
to include, but not limited to, MasterCard, Visa, American
Express, and Discover. Debit cards and other types of
payment methods including but not limited to travelers’
checks, personal visitor checks and gift cards may be
accepted at their discretion or at the direction of the
Service.

VS
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Reservation and Deposits - Concessioners may require a
deposit to hold a guided trip, but all deposit
policies/information are disclosed at the time of the
76 reservation and are approved by the Service. Remaining VS
balance is due in full based on park requirements.
Advanced deposits do not exceed the guided trip rate,
including tax.
Rate Changes - The advance rate is honored and customer
77 is refunded the difference if the approved rate is lower than Vs
the anticipated rate. Provisions for additional charges are
provided for any amenities.
Trip Cancellations -Cancellation policies are submitted and
approved as part of the Concessioner’s rate request.
78 ) . . . . . Vs
Cancellation policies are communicated to clients in writing
at the time of reservation
Operational Reporting - The reservation system provides
comprehensive reporting capabilities that allow the
79 concessioner to comply with reporting requirements. VS
Where relevant, all reservation systems integrate with the
Concessioner's Property Management Information System.
Park Orientation Material - Park-specific material is
provided to park visitors to include brochures, maps,
80 newsletters, special notices as part of the reservation and VS
information collection processes either via a website link or
in hard copy.
B. Visitor Safety
Visitor Shuttle Safety Briefing — A brief short safety briefing
81 outlining emergency elements of the bus or shuttle vehicle, LS
and procedures relative to passengers’ actions in the event
of an emergency.
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82

Visitor Safety and Activity Orientation - Every guided
water tour is preceded by an orientation and safety briefing
to all participants. Guides provide briefings of the activity
and safety material prior to encountering the activity, and
repeat such information as needed at appropriate points in
the trip. Items to be discussed include nature and demands
of the trip, weather conditions which may be expected,
time frame and (if applicable) proper seating and standing
requirements while on board. Employees and/or guides
indicate locations of personal floatation devices or life
vests, demonstrates proper usage of the vests, and what to
do if a person falls into the water. In lieu of employee
demonstration, it is acceptable to attach a pictorial
illustration of proper vest usage to PFD storage areas. The
briefing may also include safety awareness messages about
the disembarkation location and any destination/land
based challenges (steps, hills, etc.). To ensure consistency
of safety messages, a pre-recorded safety briefing may be
used.

LS

83

Crew Safety and Security Responsibilities - Routine drills
with all crew are conducted, as required by the USCG and
or the US Dept. of Transportation (DOT). Drills include
emergencies that require abandoning ship, recovery of
persons who have fallen overboard, terrorist or other
security threats, fire, etc.

LS

84

Personal Flotation Devices - Serviceable and properly
fitting United States Coast Guard approved personal
floatation devices (PFDs) are available on board in
conspicuously-marked locations. A pre-departure check-off
procedure is performed to ensure that appropriately-sized
life vests are available for every child on board the vessel.

LS

C. Trip Requirements

85

Restricted Areas and Protection of Natural and Cultural
Resources - Guides have knowledge of and follow
requirements to protect natural and cultural resources.
Restrictions and other requirements as determined by the
NPS are honored, and cultural resources protected. Guides
brief passengers regarding applicable methods and park
rules for protecting resources, especially before hikes or
camps.

RP

86

Wildlife and Wildlife Reports - Park regulations prohibiting
the feeding or disturbing of wildlife is enforced by guides.
Guides brief trip participants regarding appropriate
interactions with wildlife, and how to avoid unwanted
interactions. If required, guides report wildlife sightings.

RP
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87

Hiking Escorts - Hiking guides have all required first aid
medical training.

LS

88

Lost and Found - Any and all items found are logged and
turned into a designated secure location. Lost and found
articles are properly dated, secured and stored. Records
are maintained and procedures established to ensure
prompt, accurate response to guest inquiries concerning
lost articles.

Vs

89

Trip Log and Reporting Requirements - An accurate trip log
is maintained for each regulated trip. The trip log includes
at a minimum; assigned trip leader, names of all guides on
trip, trip departure and completion times, and guest
information concerning allergies, physical handicaps,
limitations, etc. Post-trip reports are filed detailing various
aspects of each trip taken, including any problems or
accidents that occurred during the trip, noted equipment
deficiencies, stop locations (if applicable), etc.

VS

90

Use Allocation — All use allocation requirements, as defined
by the Service are adhered to.

AL

D. Interpretive Operations

91

Interpretive Services Content - An interpretive session,
which includes introducing employees and/or guides and
their company, welcoming visitors to the park and
identifying the park as part of the National Park System is
conducted. Format of any interpretive services is approved
by the Superintendent to ensure the activity fosters public
understanding of park resources and values, conforms to
the central park theme, has minimum adverse
environmental impact, accurately describes program
objectives as intended for the audience, and is free of
avoidable religious, cultural and ethnic biases.

VS

92

Program Advertising — All activities presented are as
depicted in advertising media. Dates, location, duration,
physical requirements and learning experience correspond
with the publication material.

VS

93

Interpretive Presentations - Any group presentations are
organized and planned to smoothly and logically convey
approved program material. Interpreter(s) possess public
speaking skills and exercise judgment and skills in such
areas as the presentation, question/answers and
announcements. Add sentence on the volume of the
recording, message conveyed in a clear and consise manner

VS

E. Personnel
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924

Staffing Levels - All facilities and services are properly
staffed so as to prevent undue delays in service. In
determining what constitutes undue delay, the
consideration is given to the kinds and types of services
being rendered and which situations or conditions are
beyond the Concessioner’s control (e.g. unanticipated
influxes of guests, facility or equipment breakdowns, or
sudden weather changes). The reasonableness of the
delay, based on the above is the determining factor. The
number of crew present onboard the vessel is in
accordance with USCG guidelines for the vessel's passenger
capacity. At both the embarkation and destination points,
adequate staffing levels facilitate safe and efficient
boarding and deboarding of passengers. Staffs have
adequate knowledge to answer visitor questions about the
Park, resources, and featured activities.

VS

95

Guide/Crew Qualifications and Licenses - Deckhands are
trained in properly handling lines, as well as all anchoring,
docking, and tie-up procedures. Crew safety vests are worn
at minimum during dock departure and approach. Crews
are trained in passenger load management procedures
specific to heavy loads relative to vessel size, vessel listing,
rough weather, and docking and departure. Crew are
familiar with operation of fire extinguishers, fire hoses
(where applicable), fuel and oil spill procedures, fuel shut
off procedures, and closing off sources of wind to active
fires (i.e. closing windows, doors, etc.). All crew possesses
the necessary skills to effectively communicate instructions
during an emergency. All guide staff have obtained all
NPS-required certifications and/or licenses. All licenses
and/or certifications are available for inspection upon
request. Crews are cognizant of park rules and regulations.

LS

96

Employee Attitude - Each employee projects a friendly,
hospitable, helpful, positive attitude and is capable and
willing to answer guests' questions (about both job and
general park information). Guides act in a positive,
respectful and professional manner with trip participants,
as well as in their interactions with other visitors using the
Area.

VS

97

Employee Appearance - Each employee wears a uniform or
name tag identifying them as a concession employee. The
uniform is commensurate with the type of service provided.
Employees present a neat, clean and otherwise attractive
professional appearance.
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Employee Training Programs - An active training program
for all employees for the development of necessary skills
and techniques is provided for all employees. These
sessions stress work performance and, as appropriate to
the position, also includes technical training for specific
98 equipment, first aid, AED, fire and life safety (e.g. CPR and A VS
Heimlich maneuver), product and service presentation,
cleanliness, employee attitudes, any applicable cultural and
natural resource interpretation, NPS philosophy and policy
and any other training requirements. Performance is
indicative of good training.

F. Rates

Approved Rates - All rates charged do not exceed those
approved by the Superintendent. These rates are verified
against the specific approved, service, quality, price or
other such criteria.

929

Ranking Definitions

A. Major

First Priority (A) conditions or practices create or have the potential to exert a significant
impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

B. Moderate

Second Priority (B) conditions or practices create or have the potential to exert a moderate
impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

C. Minor

Third Priority (C) conditions or practices create or have a potential to exert a minor impairment
to visitor or employee health and safety; park resources; visitor services or visitor enjoyment;
Concession Facilities or associated personal property.

Focus Area Acronyms

Primary Focus Area Abbreviation Primary Focus Area
LS Life Safety/Health
RP Resource Protection
VS Visitor Satisfaction
cc Cleanliness/Condition
AL Accessibility/Legal
Requirements
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HOUSEBOAT RENTAL STANDARDS

Description - This category of boat rentals pertains to the rental of houseboats. Houseboats

typically are rented for overnight use (typically three to seven days) and include kitchen,
bathroom and guest sleeping quarters. Amenities associated with houseboat rentals may
include grills, outdoor patio equipment, waterslides and spas.

FACILITY STANDARDS

A,B,C
Ranking

Primary
Focus
Area

Standard
Number

A. In-Park Boat Rental Registration Facility -
Exterior

Building Structure - Building exteriors are maintained in good
condition and in a good state of repair at all times. Exterior
surfaces are painted or treated to protect against deterioration.
Painted surfaces are free of peeling paint, soil, and obvious
cracks in masonry, and present an attractive appearance. Roofs
are maintained with no missing tiles or shingles. Gutters and
downspouts are maintained and cleaned to prevent overflow,
especially at building entrances. Rooftop ventilation and other
systems are in good repair.

cC

Landscaping/Grounds - Landscaping conforms to park
standards. Noxious weeds and invasive plants are removed in
coordination with the designated NPS integrated pest
management coordinator and in accordance with an approved
landscape plan. Grounds are continuously monitored to
remove debris and trash from exterior structure areas and from
shrubbery and planted areas. Appropriate drainage is
maintained to keep water from collecting against buildings.

cc

Parking - Adequate parking spaces for automobiles, bicycles,
etc., are provided. The parking area is paved and well-marked
with stripes or other clearly visible method of designating
spaces. Gravel and/or dirt parking areas are acceptable and are
adequately graded to remove drainage ruts and holes.
Accessible spaces are prominently designated, clean, and free
of refuse and obstructions. All parking areas, curbing, concrete
bumpers, and driveways are well-maintained and free of
excessive cracking, crumbling, holes, or unsightly repairs.

cC

Pathways, Sidewalks, Ramps, Steps and Stairs - All pathways,
sidewalks, ramps, steps and stairs are unobstructed and free of
debris, obstructions, snow, and ice. These surfaces are
maintained in good repair, free of excessive cracking,
crumbling, holes, or tripping hazards, with well-maintained

LS
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hand railings.

Lighting/Illumination -Lighting is provided and maintained to
indicate the entrance to the property and illuminate facades or
signage so that guests can identify the building and safely

5 navigate to it. Lighting is consistent with the NPS Night Sky B LS
requirements. Down-lighting is preferred on tall structures or
post lights. Energy efficient bulbs are used in all fixtures, if
feasible.

Public Signs - Public signs for which the concessioner is
responsible are appropriately located, accurate, attractive and
well-maintained. Permanent signs are professionally designed
and produced, consistent with NPS standards, and appropriate
for the purpose they serve. The Superintendent has approved
signs prior to installation. Temporary signs are computer-
generated, framed or laminated, and professional in
appearance. An accurate display of boat schedule and "next
scheduled departure” and “next available cruise” sign
information is displayed on a fixed sign or billboard. Paper
brochures are not posted on the docks to eliminate the
possibility of litter distributed by winds.

Site Utilities, Equipment and Delivery Area - All service areas
and equipment, such as above ground tanks and HVAC systems
are adequately marked and maintained in a neat and orderly
manner. All service areas are well-kept with litter and debris
removed. Fencing or screening is preferred, however, all service
areas not fenced or screened are well-kept and litter and debris
removed. Utility lines are well organized and hidden from
guests view as much as possible. Fluctuating water levels may
result in slack utility infrastructure; this slack is professionally
managed and organized. Ramps or other protection devices
are maintained to protect utility lines located in prominent
motor vehicle pathways from damage or puncture.

Garbage and Trash/Recycling/Composting - Trash containers
are conveniently located and in sufficient quantity to handle
the needs of the site. Dumpster drain holes are plugged to
keep liquids from draining onto the site. Waste does not
accumulate in trash containers to the point of overflowing.
Refuse is stored in covered, waterproof receptacles which
comply with all relevant construction standards (such as bear
and wildlife proof), as specified by the National Park Service.
All market available recyclable products are collected and
recycled. Provided compost collection areas are clean and
orderly. Central refuse collection sites are screened from public
view.

Fences and Walls - All fences and walls are cleared of
vegetative overgrowth and are well-maintained.
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Flags - Any national, state, or park flag displayed at an exterior
location near the main entrance is in good condition and
adheres to the display guidelines of the United States Flag

10 Code. Flags are a minimum size of 3’x 5’. Any lighted flag C VS
display adheres to NPS Night Sky requirements. Other flags of a
maritime or nautical nature are displayed below the National
Flag.

ADA Accessibility - Buildings and areas meet the requirements
11 of the Americans with Disabilities Act and all other applicable A AL
laws related to accessibility.

Ice/Vending — Ice and vending machines are in good working
order and well-maintained. Signage on the machine either
relates to park interpretive themes or is generic in nature. Any
machines temporarily out-of-service or out-of-service for the
season has computer-generated signs directing visitors to the
12 closest functioning unit. All machines that accept currency B VS
accept the Presidential $1 coin. Any change machines which
accept S5 dollar bills or higher denominations are able to
dispense $1 coins in change. Each coin vending machine has
signs and notices posted on the machines denoting the
acceptance of the Presidential $1 coin.

B. In-Park Boat Rental Registration Facility -
Interior

Registration/Waiting Area — The guest registration/waiting
area is clean and well-lit. Literature racks are attractively
displayed and include Park, safety, and concessioner
information. A separate room or on-boat area is provided to
13 allow customers renting boats to watch video B cC
orientation/instruction on water safety and how to use the
vessel being rented or participate in personal instruction.
Orientation and training videos are also available on DVD for at-
home viewing prior to rental period.
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14

Public Restrooms - Restrooms are clean, free of litter, well-
illuminated, ventilated, and maintained. Restrooms are
equipped with hot and cold running water. Toilet bowls, sinks,
and urinals are clean, free of stains and in proper operating
condition. Toilet tissue, disposable towels, or air drying devices,
if provided, are available at all times. Soap is provided, unless
prohibited by park wildlife management plans. Walls, floors,
ceilings, mirrors, waste receptacles, chairs and other furnishings
are clean and well-maintained. Women's or unisex restrooms
have a covered waste receptacle in every stall for the disposal
of feminine hygiene products. The disposal containers are clean
and emptied at least daily. Baby changing areas are provided in
both men's and women's restrooms, unless a unisex restroom
is available. Quality of decorative finishes is commensurate
with the facility. A cleaning inspection log is maintained and
posted on the back of the access door noting time of cleaning
inspection and initialed by inspector.

CcC

15

Public Signs - Interior public signs for which concessioner is
responsible are appropriately located, accurate, attractive, and
well-maintained. Permanent signs are professionally designed
and produced, consistent with NPS standards, and appropriate
for the purpose they serve. The Superintendent has approved
signs prior to installation. Temporary signs are computer-
generated, framed or laminated, and professional in
appearance. Permanent indoor signs are designed and
maintained for the disabled and include applicable
international graphical symbols. Handwritten signs within
assigned areas are not used unless the Service approves
exceptions. Signage is neat and tidy, and does not create a
cluttered or untidy look.

VS

16

Illumination - Sufficient energy-efficient lighting, including
recessed, spot and flood lighting, are adequate and
appropriate, and complementary to the décor of the facility. All
light fixtures are clean, functional, and in working condition
with no burned out bulbs.

VS

17

Ventilation/Climate Control/Temperature - Public spaces are
adequately ventilated with working climate control thermostats
or other methods used to heat public spaces. Public spaces are
maintained at a temperature consistent with guest comfort.

VS

18

Drinking Fountains - Public drinking fountains are clean and in
good working condition.

cC

19

Emergency Lighting/Exit Lights/Emergency Exits - Exit lights on
permanent structures are on emergency circuits and in
operation at all times. Emergency exits in all areas of the
facility are adequately marked and unblocked.

LS
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20

Fire Extinguishers - Accessible fire extinguishers suitable for use
on anticipated type of fires are located in each building, visibly
displayed, and appropriately signed with proper, up-to-date
operating instructions, and visible inspection certificates or
tags.

LS

21

Fire Alarms and Pull Boxes - Fire alarms and pull boxes are
visible and accessible to guests and employees.

LS

22

First Aid Kit - A standard 24-unit first aid kit is provided near
the registration or front desk, adequately marked, and staff
knows where to locate the unit quickly.

LS

23

Automated External Defibrillator (AED) - An automated
external defibrillator (AED) is adequately marked, and in good
working condition. The AED is accessible after hours if located
away from the front desk area.

LS

C. In-Park Maintenance Area/Building

24

Building Structure — Maintenance building exteriors are
maintained in good condition and in a good state of repair at all
times. Exterior surfaces are painted or treated to protect
against deterioration. Painted surfaces are free of peeling
paint, soil, and obvious cracks in masonry, and present an
attractive appearance. Roofs are maintained with no missing
tiles or shingles. Gutters and downspouts are maintained and
cleaned to prevent overflow, especially at building entrances.
Rooftop ventilation and other systems are in good repair.

cC

25

Landscaping/Grounds — Maintenance area landscaping
conforms to park standards. Noxious weeds and invasive plants
are removed in coordination with the designated NPS
integrated pest management coordinator and in accordance
with an approved landscape plan. Grounds are continuously
monitored to remove debris and trash from exterior structure
areas and from shrubbery and planted areas. Appropriate
drainage is maintained to keep water from collecting against
buildings.

cC

26

Garbage and Trash/Recycling/Composting - Trash containers in
maintenance areas are conveniently located and in sufficient
quantity to handle the needs of the site. Dumpster drain holes
are plugged to keep liquids from draining onto the site. Waste
does not accumulate in trash containers to the point of
overflowing. Refuse is stored in covered, waterproof
receptacles which comply with all relevant construction
standards (such as bear and wildlife proof), as specified by the
National Park Service. All market available recyclable products
are collected and recycled. Provided compost collection areas
are clean and orderly. Central refuse collection sites are
screened from public view.

RP

27

Site Utilities, Equipment and Delivery Area - All service areas

cC
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and equipment such as above ground storage tanks and HVAC
systems are adequately marked and maintained in a clean
manner. Fencing or screening is not required; however, all
service areas not fenced or screened are well-kept and
unsightly debris removed.

28

Fences and Walls - All fences and walls are cleared of
vegetative overgrowth and are well-maintained.

cC

29

Housekeeping and Cleanliness - The maintenance area is well
organized and conveys a professional, well managed
appearance. Equipment, supplies and parts are stored in
orderly fashion.

cC

30

Hazardous/Flammable Material Storage - Adequate collection,
storage and disposal of hazardous waste and/or flammable
material generated by or used in the operations are managed.
Hazardous/flammable materials are stored in metal non-
flammable cabinets or in containers that are UL approved and
properly labeled with the name of the material they hold and
the type of hazard they represent.

LS

31

Fire Extinguishers - Accessible fire extinguishers suitable for use
on anticipated type of fires are located in each building, visibly
displayed, and appropriately signed with proper, up-to-date
operating instructions, and visible inspection certificates or
tags.

LS

32

Eye-Wash Stations - Emergency eyewashes are placed in
chemical work areas with instructions on use clearly posted.

LS

33

Floors - The maintenance area floor is free of clutter and
tripping hazards such as extension cords, power hoses, etc. The
floor is reasonably free of grease stains, cracks and chips.

LS

34

Shop Lighting - Lighting is adequate to perform boat rental
maintenance activities while maintaining a high degree of
safety. Fixed ceiling lighting as well as portable retractable
lights are clean and maintained with no burned out bulbs. Any
suspended fluorescent light bulbs are contained in a protective
cover.

cC

35

Storage/Organization — Parts and other supplies are stored in
an organized, secure and uncluttered fashion. To the greatest
degree possible, all parts are stored off the floor on industrial
shelves suitable for the weight and physical environment in
which they are used.

cC

36

Safety Data Sheets — Current safety data sheets are visible,
legible and readily accessible to all concession staff.

LS

D. Dock/Launch Facilities

37

Cleats - Cleats are properly placed and secured for use at each
slip area. No loose or missing cleats are evident. Cleats are of a
sufficient number and properly sized to secure the vessel to the
dock.

cC
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38

Lines (Ropes) -Lines are adequate in size, length and condition
to properly secure the vessel to a dock.

cC

39

Boat Fenders - Any required bumper materials are available
and in good condition. Exposed tire bumpers are encased to
the greatest degree possible to minimize rubber markings on
hulls and improve marina aesthetics. Cover materials are free of
tears and well-secured to the docking system.

cC

40

Flotation System — Tank or encapsulated foam is present in all
areas of the docking system. Where not in place,
unencapsulated foam is free of excessive wear and tear and
deterioration to reduce park resource concerns. Systems are
sturdy and free of broken or uneven sections in and out of the
water.

CcC

41

Decking — Concrete, fiberglass or composite surfaces or
pressure treated wood are present in all areas of the docking
system. Rubber slide docking systems may be used, but are in
good condition and well-maintained. Where wood decking is in
place, surfaces are secured with stainless steel screws
(cadmium screws acceptable in freshwater locations) and are
free of excessive wear, tear, and deterioration. All dock
surfaces are clean, free of unnecessary debris/obstructions, and
well-maintained overall. Railings are in good repair and sturdy
enough to support visitor use. The dock area where rentals are
stored is clearly marked as such, to appropriately direct
customers who are renting boats.

cC

42

Breakwater/Wave Attenuators - Any provided breakwater or
wave attenuators are in good working condition. Breakwaters
are designed to accommodate and minimize wave attenuation
from passing boats or the elements. Exposed tire breakwaters
are acceptable.

cC

43

Hoses - Concessioner-provided hoses are adequate in size and
condition for their intended use and free of leaks. Hose system
set ups are consistent throughout the operation and free of
unsightly patches and other deterioration. All concessioner
provided hoses are appropriately coiled in keeping with
maritime standards.

cC

44

Dock Carts - An adequate number and supply of dock carts are
available in the rental dock area to allow guests to easily
transport luggage, coolers, and supplies to their houseboat.
Dock cart are clean, well-maintained and in sufficient number
to accommodate demand. Carts are stored in an orderly
manner in a convenient and dedicated area preferably at the
head of dock.

VS

EQUIPMENT STANDARDS

A. Vessels
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45

Maximum Boat Size- All houseboats in the marina and in
storage do not exceed the required maximum length, as
determined by the Park Superintendent. Total length and
beam includes all temporary and permanent appurtenances.

AL

46

Capacity Markings - All required United States Coast Guard
maximum persons or weight capacity markings are present on
applicable rental boats.

AL

47

Vessel Maintenance - Rental vessels are in good operating
condition, and have a clean, well-maintained appearance. The
interior and exterior of the vessel is free of rust, chipped or
peeling paint, or excessively worn seating or benches. A
preventative maintenance schedule is established and followed
for each rental vessel.

CcC

48

Blackwater/Greywater and Sanitation Equipment - All rental
vessels comply with all applicable laws regarding the discharge
of blackwater (sewage) and greywater within the Park.

RP

49

Clean Operations - At minimum, all houseboats meet or have a
documented plan for meeting Environmental Protection Agency
(EPA) requirements for engine operation and emissions.
Additionally, the Concessioner meets all requirements of the
EPA for storm water runoff on landside facilities, and complies
with appropriate procedures for discharge of water from
vessels.

AL

50

Anchors - Appropriately-sized and functioning anchors are in
place and stored in a coiled and ready position. Anchoring
stakes are also an appropriate anchoring device for houseboats
on lakes.

cc

51

Generator/Bilge — Generators/bilges are clean and in good-
working order, free of oil and other contaminants.

cC

52

Fenders/Bumpers — Bumpers and fenders are available, in good
condition and in sufficient number, size and location to protect
the vessel when docking.

cC

53

Docking Lines - Lines are of adequate size and condition to
properly secure the vessel to the dock.

cC

B. Security

54

Boat Storage Area - The rental boat storage area is fenced or
otherwise secured with locking gates or patrolled by 24-hour or
scheduled security personnel, whether stored on land or in
water, during non-business hours

CcC

55

Vessel Doors and Hatches - Vessel doors and hatches contain
appropriate and functioning locking mechanisms.

cC

C. Safety
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Vessel Identification - Identification of all rental vessels are in
accordance with U. S. Coast Guard, State and local regulations.
56 Vessels rented in areas patrolled by aircraft also have A AL
identification numbers maintained on the top deck, to assist in
identifying disabled vessels.

Pre-Season inspections - Rental houseboats are inspected at
the beginning of the operating season for structural integrity
and general seaworthiness. The Concessioner has all available
inspection records of each craft on file.

57

Operator Manuals - Operating manuals and/or instructional
58 DVDs are provided in each houseboat. Guests renting the boat B VS
are made aware of the location of the manual.

Smoke Detectors - An operational single-station smoke

detector is provided in each guest unit. Hard-wired smoke
59 detectors are preferred. Any battery-operated detector is A LS
tested monthly and batteries replaced at least yearly.

Carbon Monoxide and Propane Detectors and Signage -
Working Carbon Monoxide (CO) and Propane detectors are
60 present in all cabins, hallways, and living areas. Detectors are A LS
hard wired. CO Warning signs are permanently affixed and
displayed prominently in conspicuous locations.

Ground Fault Interrupters (GFI) - Each electrical outlet adjacent
61 to sinks or other water sources is connected to a working A LS
ground fault interrupter.

Marine Radios - All houseboats are equipped with a fully
62 operational VHF marine radio as required by the U.S. Coast A LS
Guard, State or local regulations.

Buoys/Life Jackets - Properly sized and well-fitting United
States Coast Guard approved personal floatation devices (PFDs)
are available for each person in the boat. All personal

. ) . . A LS
63 floatation devices are stored in adequately marked locations.

The Concessioner ensures that vessels do not leave the dock

without the required number and sizes of PFDs.

First Aid Kit - A sealed, standard 24-unit first aid kit shall is
64 provided in each houseboat and adequately marked. Renters A LS

know where to locate the unit quickly. First aid kits do not
contain out-of-date contents.
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65

Fire Extinguishers - No less than three accessible fire
extinguishers suitable for use on all classes of fires in
compliance with U. S. Coast Guard, National Fire Protection
Association (NFPA) standards and local codes are located on
each gasoline-powered houseboat, visibly displayed,
appropriately-signed with proper, up-to-date operating
instructions and visible inspection certificates or tags.

LS

66

Audio and Visual Signaling and Navigational Equipment -
Operational audio (horns, bells, whistles) and visual signaling
and navigational equipment (lights) are provided and in good
working order.

LS

67

SOS Flag, Throw Rings and Line, and Bell — Additional
equipment including SOS flags, throw rings and line and a bell
are present, well-maintained and in good working order.

LS

D. Rooms

68

Layout - Room design and layout is efficient and provides
necessary sleeping accommodations, based on U.S. Coast
Guard or other regulatory requirements and storage for
advertised capacity.

VS

69

Walls and Ceilings - Walls and ceilings are clean, free of defects
such as cracks, breaks, torn coverings, stains, cobwebs, etc.

cC

70

Floors and Carpeting - Floors and floor coverings are clean,
untorn, free of litter, stains and in good repair. Preferred floor
coverings are of basic material such as vinyl flooring, low
recycled volatile organic compound (VOC) carpet tile or low
density pile carpet with padding. Vinyl floor coverings are be
free of cracks, chips or otherwise worn. When replaced, carpet
using recycled or composite materials or wood from
sustainable sources is preferred.

cC

71

Window Coverings, Drapery and Shades - Window coverings
are cleanable and designed to provide for the guests' privacy
and consistent with the design theme of the facility. Draperies
and blinds, if used, are firmly installed to the wall or ceiling and
are in good operating condition and cords maintained to
minimize choking hazards to children.

cC

72

Lighting and Ceiling Fans - A minimum of 1 light fixture is
provided in each room to provide an adequate level of
illumination. All bulbs are Compact Fluorescent lights (CFL) or
LED that provide no less than 60 watts of illumination. Light
fixtures, any provided ceiling fans and blades are clean, free of
insects and debris and in working order.

VS

73

Climate Control - Air conditioning systems and furnaces, if
present, are relatively quiet and in working order. Ceiling or
floor fans are an acceptable substitute for air conditioning. Any
temperature control system is properly maintained.

Vs
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74

Built-ins - Built-ins (furnishings) are clean and in good
condition. Upholstered surfaces are inspected, repaired or
replaced on a scheduled basis. Built-ins are routinely inspected
and treated if evidence of rodents and bedbugs are found.

cC

75

Bedding - All concessioner provided bedding is uniform, clean,
free of rips and tears, and commensurate with the size of the
bed and finish of the vessel.

cC

76

Mattresses - All concessioner provided mattresses are clean,
odorless, non-sagging, and free of lumps and protruding tufts,
and sized to fit the bed platform. Mattresses are regularly
inspected and treated if evidence of rodents and bedbugs are
found.

VS

77

Linen/Mattress Replacement - All concessioner provided guest
room linen is replaced every three to five years, or more
frequently as usage requires. Mattresses are replaced every
five to seven years.

CcC

78

Clothes Storage - Hang Space - A shelving unit or closet area in
each guest room or on each vessel is available for guests to
hang clothing and personal belongings. Closet/clothes hanger
area is neat and clean.

VS

79

Kitchens and Appliances - Kitchen equipment (stoves,
refrigerators, and dishwashers, microwaves, cooking and eating
utensils) are in good condition, adequate, clean and reasonably
quiet. Allitems and equipment are of good quality. All
appliances are UL approved and are Energy Star rated. Kitchens
have a stove or cook top, are properly vented and include
appropriate and well maintained cooking equipment and
utensils.

cC

80

Open Flame Equipment/ Fireplaces — Any open flame
equipment and fireplaces are clean, operable and inspected,
with certified propane tanks. Child protection devices such as
screens or doors are in working order. All fireplaces include
instructions and notices for guest information.

LS

81

Balcony/fore/aft/ Decks and Other Qutdoor Amenities -
Outdoor amenities such as grills, spas, and waterslides are
clean, well-secured to the vessel, and in good operating
condition. Other amenities such as outdoor tables, deck
furniture are constructed of good quality, durable materials,
suitable for exterior use and are clean and well-maintained.

cc

82

ADA Equipment and Lifts — Any present ADA equipment and
lifts are well-maintained, in good condition, and in compliance
with applicable regulations.

AL

E. Amenities — Non-Kitchen
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83

Guest Amenities — Any guest amenities such as clock radios,
stereos are in good working order. Other premium guest
amenities, such as wine coolers, ice makers, TV/DVD and
satellite television, when available, are also in good condition
and working order.

VS

84

Cribs - Cribs are available upon request and are clean and meet
current Consumer Product Safety standards. Cribs are
delivered with concessioner-provided clean, appropriately sized
linens and blankets.

VS

85

Trash Can/Recycling - Adequate numbers and sizes of trash and
recycling containers, based on length of rental period, vessel
size and occupancy, are present in vessels.

RP

86

Park Orientation Manual - A clean and well-maintained park
orientation manual is provided on each houseboat. This
manual includes information about the Park, a chart of local
waterways, activities, area services and amenities, as well as
emergency information about radio usage, emergency/non-
emergency dispatch phone numbers, concessioner phone
number, and weather update line.

VS

F. Bathrooms

87

Floor Coverings - All bathroom floor coverings are non-slip,
clean, well-maintained and free of defects, dirt, smudges,
mildew and hair.

cC

88

Walls and Ceilings - Bathroom walls and ceilings are clean, free
of cobwebs and mildew.

CcC

89

Shower/Tubs/Sinks And Surrounds - Showers, sinks and bath
tubs are clean, unspotted, and reasonably free of stains inside
and out, and in good condition.

cC

90

Shower/Tub Safety - Tubs and showers are equipped with
either a non-slip mat or constructed with non-skid surfaces or
strips that are tightly secured, clean and free of mildew and
untorn. Any installed grab bars meet ADA requirements and
are secure.

CcC

91

Shower/Tubs/Sinks- Enclosures and Fixtures - Showers/tubs
include a single, plain, light weight vinyl tub curtain that is
untorn, clean and free of mildew. Any plastic or metal shower
curtain hooks are functional. Curtains are of sufficient length
and width to prevent water from flowing onto the floor. Plastic
or metal straight shower rods are provided. Other provided
types of enclosures (hinged and sliding doors) are clean and
free of mildew, easily movable and free of breaks. Sliding door
tracks are clean and in good repair. All fixtures are low flow,
securely installed and properly sealed/grouted. All sink and
tubs are equipped with clean and functioning stoppers.

cC
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92

Toilet - Marine-grade toilets are cleaned and sanitized prior to
each rental and are unpitted and free of cracks and stains.
Toilet seats and lids are clean and sanitary, with no chipped or
worn surfaces, bare wood or other composition visible. Seats
and lids are free of discoloration or stains and are securely
fastened to the toilet seat and fit the shape of the toilet. Seats
have required bumper supports. Paper bands are not
recommended.

cC

93

Mirror/Cabinetry - One appropriately-sized, securely mounted,
clean and unpitted mirror, free of cracks and consistent with
the theme and quality of the interior finishes is provided in
each guest bathroom. Any shelving or cabinets to hold
toiletries are clean and in good condition.

cC

94

lllumination - Guest room bathrooms provide an overall good
level of illumination. All lighting and covers are clean and in
good working condition.

Vs

95

Ventilation/Windows/Screens - All bathrooms areas are
adequately ventilated. Window ventilation is acceptable, but if
windows are not available, exhaust vents and fans are
provided, clean and well-maintained. Windows are either at a
height to provide privacy or appropriate screening (e.g. frosted
glass, voile curtains) is used. Bathroom windows are clean, free
of defects such as breaks or torn screens and in working
condition.

cC

926

Bathroom Linens — Any supplied clean 100% quality terry cloth
wash cloth, face and bath towels are provided in good
condition in each bathroom. Bath mats are provided in similar
weight and grade to towels. Bathroom linens are supplied in
guantities based on the boat pillow count.

cC

G. Bath Amenities

97

Amenity Package - Unless bulk dispensers are used, soap and
shampoo sets equate to the boat pillow count and are
biodegradable. If bulk dispensing is used, dispensers are
flushed and cleaned once per quarter, or more often depending
on usage.

cC

98

Toilet Tissue - Each bathroom contains six rolls of two-ply toilet
tissue that is compatible with marine-grade toilets. No
chlorine-bleached rolls are permitted. Tissue is biodegradable
and provided in quantities based on houseboat pillow count.

VS

OPERATIONAL STANDARDS

A. Rental Reservation Services
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Availability - Ticketing services are available, at a minimum, via
telephone, mail, and fax. If ticketing services are available via
99 the internet, they are available on a 24-hour, real-time on-line A
availability. If telephone service is utilized, service is available
during normal business operating hours.
Knowledge of Houseboat Rental Staff - Reservation agents
provide accurate information about rates, slip rental policies
100 . . . VS
and marina services, local attractions, access, etc. The
concessioner's website provides the same information.
Confirmation - Each reservation call concludes with a
confirmation number. Additionally, an e-mail or written
101 ) . . . ) . VS
confirmation is sent via mail to confirm the reservation and
provide additional concessioner and park information.
Payment Methods - The concessioner honors credit cards to
include, but not limited to, MasterCard, Visa, American Express,
and Discover. Debit cards and other types of payment methods
102 . . - , . VS
including but not limited to travelers’ checks, personal visitor
checks and gift cards may be accepted at their discretion or at
the direction of the Service.
Reservation and Deposits - Concessioners may require a
deposit to hold a guided trip, but all deposit
103 policies/information are disclosed at the time of the reservation VS
and are approved by the Service. Remaining balance is due in
full based on park requirements. Advanced deposits do not
exceed the guided trip rate, including tax.
Rate Changes - The advance rate is honored and customer is
104 refunded the difference if the approved rate is lower than the Vs
anticipated rate. Provisions for additional charges are provided
for any amenities.
Trip Cancellations -Cancellation policies are submitted and
105 approved as part of the Concessioner’s rate request. VS
Cancellation policies are communicated to clients in writing at
the time of reservation
B. Rental Check-In/Check-Out Services
Pre-Rental Inspections - Pre-rental inspections are conducted
106 prior to each rental to ensure proper safety equipment is LS
present, engines and other equipment is operable and
functioning, gas tanks are filled, and the vessel is rent ready.
Hours of Operation - All facilities and services are operated in
accordance with the specified and posted hours of operation.
107 Hours of operation are prominently displayed at each facility VS
and posted in such a manner as to be easily visible to the
public.
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108

Check-In - Check-in is completed promptly in a friendly and
professional manner. Houseboat rental staff acknowledges any
waiting guests and demonstrates a sense of courteous urgency
in concluding transactions when guests are waiting. Photo ID's
are requested. At a minimum, the boat rental staff confirms
houseboat type, number of persons in the party, length of
rental, departure date and check-out time, and method of
payment. Houseboat rental staff also identifies any extra
charges (fuel, damage waivers, pass-through fees, state taxes,
pet fees, and other equipment rental fees). The reserved boat
and appropriate concessioner staff are available at the guest's
scheduled check-in time.

VS

109

Pre-Board - Guests may be allowed to board their assigned
boat prior to the normal check-in time but all NPS approved
fees for this service are communicated ahead of time.

Vs

110

Rental Agreements - Written rental agreements, conforming to
applicable legal requirements, are executed for each boat
rental. The rental form is approved by the Superintendent prior
to adoption and use.

VS

111

Visitor Safety Orientation - The Concessioner ensures that the
renting operator is capable of handling the boat being rented.
Prior to releasing the vessel to the visitor, specific written and
hands-on verbal operating instructions is given to the operator
or operators to assure they are fully aware of how to operate
the vessel and are aware of any issues which may arise while
the vessel is rented. Instructions and information include both
emergency procedures and equipment, navigational "rules of
the waterway," regulations and permit requirements regarding
restricted areas, waterway closings and access areas, weather
conditions, as well as proper disposal of pet waste, garbage and
trash. Specifically, the renter is instructed in the proper use
and limitations of the marine-type toilet. Instruction and
information is also focused on the vessel and safety equipment,
such as the VHF radio, depth finder, navigational age, PFD’s, fire
extinguishers, etc. Loading/off-loading and operational
instructions for houseboats are accomplished in an area
separate from launching/haul-out areas for visitors with their
own vessels, and away from authorized tour vessel operations.

LS

112

Park Orientation Material - The concessioner offers park-
specific material upon check-in, to include brochures, maps
(marina and park maps), newsletters, and special notices. Upon
request, additional information is provided about local
businesses, places of interest by land and by boat, major
highways, airports, restaurants, places of worship, etc.

VS
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Check-Out - Boat rental staff completes check-out promptly.
Either guest comment cards are included in the check-out
material, on each houseboat vessel, or guests are directed on
how to fill-out an online comment card.

113

C. Houseboat Housekeeping Services

Cleaning Services and Frequency - The interior and exterior of
every houseboat rented is cleaned. Interior services include
complete bed and bath linen changes, if provided, straightening
all bathrooms, cleaning soiled surfaces, replacing towels,

114 emptying wastebaskets, making beds, vacuuming, inspecting A VS
for safety items, identifying and reporting lost and found items,
emptying holding tanks, and other maintenance issues.
Exterior cleaning includes cleaning of all windows, exterior
galley vents and a full wash down of the vessel.

Provision Replacement and Systems Check - The concessioner
115 checks boat fuel and propane levels, and checks all vessel B VS
systems between each rental.

Deep Cleaning - An annual deep cleaning housekeeping
program is conducted for each houseboat. Deep cleaning
116 services include mattress rotation, carpet shampooing, edge B cC
vacuuming, shower liner wash, upholstery vacuuming and
cleaning, wash/dry clean draperies, and launder pillows.

Inspection Program -All check-out houseboats are inspected for
housekeeping services.

117

D. Other Services

Lost and Found - Any and all items found are logged and turned
into a designated secure location. Lost and found articles are
118 properly dated, secured and stored. Records are maintained C A
and procedures established to ensure prompt, accurate
response to guest inquiries concerning lost articles.

Pick up and Drop Off Transportation — Any provided passenger
pick-up and drop-off transportation services are timely and
119 adequate. Vehicles used to transport visitors are safe, well- B VS
maintained, in good physical appearance and have a clean
appearance.

Boat Towing - A sufficient number of boats with towing
capability are available and dispatched as required by the Park
Superintendent. The Concessioner may secure a credit card
number and authorization for a credit card charge. Visitors are
notified within 30 minutes of the approximate time of arrival,
as communication is available.

120
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121

Chase Services - Chase services are available in the event of
boat renter emergencies or visitor conveniences. A detailed
call and dispatch protocol is developed, recorded and
communicated to the renter.

Vs

122

Executive Services - All provided executive services, such as
captain services, chef services, boat loading and unloading,
grocery shopping and stocking, are offered as advertised to
boat storage and rental customers.

Vs

E. Personnel

123

Staffing Levels - All facilities and services are properly staffed so
as to prevent undue delays in service. In determining what
constitutes undue delay, the consideration is given to the kinds
and types of services being rendered and which situations or
conditions are beyond the Concessioner’s control (e.g.
unanticipated influxes of guests, facility or equipment
breakdowns, or sudden weather changes). The reasonableness
of the delay, based on the above is the determining factor.

VS

124

Employee Attitude - Each employee projects a friendly,
hospitable, helpful, positive attitude and is capable and willing
to answer guests' questions (about both job and general park
information). Additionally, employees are proactive in solving
guest issues, ensuring guest satisfaction, and anticipating
guests’ needs.

VS

125

Employee Appearance - Each employee wears a uniform or
name tag identifying them as a concession employee. The
uniform is commensurate with the type of service provided.
Employees present a neat, clean, and otherwise attractive
professional appearance.

VS

126

Employee Training Programs - An active training program for
all employees for the development of necessary skills and
techniques is provided for all employees. These sessions stress
work performance and, as appropriate to the position, also
includes technical training for specific equipment, first aid, AED,
fire and life safety (e.g. CPR and Heimlich maneuver), alcoholic
beverages, product and service presentation, cleanliness,
employee attitudes, NPS philosophy and policy and any other
training requirements. Performance is indicative of good
training.

VS

127

Management Availability - All marina facilities have a general
manager or manager on duty at all times.

VS

F. Rates

128

Approved Rates - All rates charged do not exceed those
approved by the Superintendent. These rates are verified
against the specific approved, service, quality, price or other

Vs
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such criteria. ‘ ‘

Ranking Definitions

A. Major

First Priority (A) conditions or practices create or have the potential to exert a significant
impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

B. Moderate

Second Priority (B) conditions or practices create or have the potential to exert a moderate
impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

C. Minor

Third Priority (C) conditions or practices create or have a potential to exert a minor impairment
to visitor or employee health and safety; park resources; visitor services or visitor enjoyment;
Concession Facilities or associated personal property.

Focus Area Acronyms

Primary Focus Area Abbreviation Primary Focus Area
LS Life Safety/Health
RP Resource Protection
VS Visitor Satisfaction
cC Cleanliness/Condition
AL Accessibility/Legal
Requirements
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Limited Service Concessioner-Operated Campgrounds

Description - This classification consists of Concessioner-operated campgrounds providing limited

services for self-contained and independent camping units. A few sites may have full hookups (less

than 50%) but the majority of sites do not. The campground may have an approved water and

central dump station, restrooms with flush or vault toilets, and limited site amenities.

FACILITY STANDARDS

A,B,C
Ranking

Primary
Focus
Area

Standard
Number

A. In-Park Campground Registration Facility —
Exterior

Building Structure - Building exteriors are maintained in good
condition and in a good state of repair at all times. Exterior
surfaces are painted or treated to protect against deterioration.
Painted surfaces are free of peeling paint, soil, and obvious cracks
in masonry, and present an attractive appearance. Roofs are
maintained with no missing tiles or shingles. Gutters and
downspouts are maintained and cleaned to prevent overflow,
especially at building entrances. Rooftop ventilation and other
systems are in good repair.

cC

Landscaping/Grounds - Landscaping conforms to park standards.
Noxious weeds and invasive plants are removed in coordination
with the designated NPS integrated pest management coordinator
and in accordance with an approved landscape plan. Grounds are
continuously monitored to remove debris and trash from exterior
structure areas and from shrubbery and planted areas.
Appropriate drainage is maintained to keep water from collecting
against buildings.

CcC

Parking - Adequate parking spaces for automobiles, bicycles, etc.,
are provided. The parking area is paved and well-marked with
stripes or other clearly visible method of designating spaces.
Gravel and/or dirt parking areas are acceptable and are
adequately graded to remove drainage ruts and holes. Accessible
spaces are prominently designated, clean, and free of refuse and
obstructions. All parking areas, curbing, concrete bumpers, and
driveways are well-maintained and free of excessive cracking,
crumbling, holes, or unsightly repairs. If applicable, parking areas
may be patrolled for food storage violations or other Area
regulations.

CcC
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Pathways, Sidewalks, Ramps, Steps and Stairs - All pathways,
sidewalks, ramps, steps and stairs are unobstructed and free of
4 debris, obstructions, snow, and ice. These surfaces are maintained A LS
in good repair, free of excessive cracking, crumbling, holes, or
tripping hazards, with well-maintained hand railings.

Lighting/lllumination -Lighting is provided and maintained to
indicate the entrance to the property and illuminate facades or
signage so that guests can identify the building and safely navigate
to it. Lighting is consistent with the NPS Night Sky requirements.
Down-lighting is preferred on tall structures or post lights. Energy
efficient bulbs are used in all fixtures, if feasible.

Public Signs - Public signs for which the concessioner is responsible
are appropriately located, accurate, attractive and well-
maintained. Permanent signs are professionally designed and

6 produced, consistent with NPS standards, and appropriate for the B VS
purpose they serve. The Superintendent has approved signs prior
to installation. Temporary signs are computer-generated, framed
or laminated, and professional in appearance.

Site Utilities, Equipment and Delivery Area - All service areas and
equipment, such as above ground tanks and HVAC systems are
adequately marked and maintained in a neat and orderly manner.
All service areas are well-kept with litter and debris removed.
Fencing or screening is preferred, however, all service areas not
fenced or screened are well-kept and litter and debris removed.

Garbage and Trash/Recycling - Trash containers are conveniently
located and in sufficient quantity to handle the needs of the site.
Dumpster drain holes are plugged to keep liquids from draining
onto the site. Waste does not accumulate in trash containers to
the point of overflowing. Refuse is stored in covered, waterproof
receptacles which comply with all relevant construction standards
(such as bear and wildlife proof), as specified by the National Park
Service. All market available recyclable products are collected and
recycled. Central refuse collection sites are screened from public
view.

Sanitary Disposal System — If provided, an approved area is
established for purposes of discarding sewage. Sewage pump out
stations are operable, clean, and in good condition and meet the
following conditions. The spring loaded water tower or hose
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retracing mechanism is constructed to present a professional
appearance. When the hose is dropped it does not touch the
ground and is automatically stored at a height that does not allow
it to come in contact with the ground. A backflow prevention
device or vacuum breaker on the water line is installed and
functioning. The dump station is on a level parking strip, concrete
pad and sloped to drain. A foot operated self-closing drain hatch
or T-handle is affixed to the drain hatch so that it may be removed
and replaced without the guest’s hand coming in contact with
sewage. The drain allows over spill into the opening. A covered,
lined garbage receptacle is available or dumpster is within 50’.

10

Fences and Walls - All fences and walls are cleared of overgrowth
and are well-maintained.

CcC

11

Flags - Any national, state, or park flag displayed at an exterior
location near the main entrance is in good condition and adheres
to the display guidelines of the United States Flag Code. Flags are
a minimum size of 3’x 5’. Any lighted flag display adheres to NPS
Night Sky requirements.

VS

12

ADA Accessibility - Buildings and areas meet the requirements of
the Americans with Disabilities Act and all other applicable laws
related to accessibility.

AL

13

Ice/Vending — Ice and vending machines are in good working
order and well-maintained. Signage on the machine either relates
to park interpretive themes or is generic in nature. Any machines
temporarily out-of-service or out-of-service for the season has
computer-generated signs directing visitors to the closest
functioning unit. All machines that accept currency accept the
Presidential $1 coin. Any change machines which accept $5 dollar
bills or higher denominations are able to dispense $1 coins in
change. Each coin vending machine has signs and notices posted
on the machines denoting the acceptance of the Presidential $S1
coin.

Vs

14

Firewood - Any firewood sold is neatly stacked and/or bundled in a
dedicated area. The wood is properly seasoned for immediate
guest use. The sale price is clearly marked in a professional
manner. All firewood offered for sale is free of any disease and
insect infestation.

Vs

B. In-Park Campground Registration Facility —
Interior
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15

Registration/Waiting Area — Any provided guest
registration/waiting area is clean, organized and in good condition.
Walls, floors, ceilings and windows are clean and in good
condition. Literature racks are attractively displayed and include
Park, safety, and concessioner information. Any entrance benches,
tables and other outdoor furnishings are clean and well-
maintained.

cc

16

Public Signs - Interior public signs for which concessioner is
responsible are appropriately located, accurate, attractive, and
well-maintained. Permanent signs are professionally designed and
produced, consistent with NPS standards, and appropriate for the
purpose they serve. The Superintendent has approved signs prior
to installation. Temporary signs are computer-generated, framed
or laminated, and professional in appearance. Permanent indoor
signs are designed and maintained for the disabled and include
applicable international graphical symbols. Handwritten signs
within assigned areas are not used unless the Service approves
exceptions. Signage is neat and tidy, and does not create a
cluttered or untidy look.

VS

17

lllumination - Sufficient energy-efficient lighting, including
recessed, spot and flood lighting, are adequate and appropriate,
and complementary to the décor of the facility. All light fixtures
are clean, functional, and in working condition with no burned out
bulbs.

VS

18

Ventilation/Climate Control/Temperature - Public spaces are
adequately ventilated with working climate control thermostats or
other methods used to heat public spaces. Public spaces are
maintained at a temperature consistent with guest comfort.

VS

19

Drinking Fountains - Public drinking fountains are clean and in
good working condition.

cC

20

Emergency Lighting/Exit Lights/Emergency Exits - Exit lights on
permanent structures are on emergency circuits and in operation
at all times. Emergency exits in all areas of the facility are
adequately marked and unblocked.

LS

21

Fire Extinguishers - Accessible fire extinguishers suitable for use
on anticipated type of fires are located in each building, visibly
displayed, and appropriately signed with proper, up-to-date
operating instructions, and visible inspection certificates or tags.

LS

22

Fire Alarms and Pull Boxes - Fire alarms and pull boxes are visible
and accessible to guests and employees.

LS

NPS Limited Service Concessioner-Operated Campgrounds 2014

Page 4





23

First Aid Kit - A standard 24-unit first aid kit is provided near the
campground registration area, adequately marked, and staff
knows where to locate the unit quickly.

LS

C. In-Park Maintenance Area/Building

24

Building Structure — Maintenance building exteriors are
maintained in good condition and in a good state of repair at all
times. Exterior surfaces are painted or treated to protect against
deterioration. Painted surfaces are free of peeling paint, soil, and
obvious cracks in masonry, and present an attractive appearance.
Roofs are maintained with no missing tiles or shingles. Gutters
and downspouts are maintained and cleaned to prevent overflow,
especially at building entrances. Rooftop ventilation and other
systems are in good repair.

CcC

25

Landscaping/Grounds — Maintenance area landscaping conforms
to park standards. Noxious weeds and invasive plants are removed
in coordination with the designated NPS integrated pest
management coordinator and in accordance with an approved
landscape plan. Grounds are continuously monitored to remove
debris and trash from exterior structure areas and from shrubbery
and planted areas. Appropriate drainage is maintained to keep
water from collecting against buildings.

cC

26

Garbage and Trash/Recycling/Composting - Trash containers in
maintenance areas are conveniently located and in sufficient
guantity to handle the needs of the site. Dumpster drain holes are
plugged to keep liquids from draining onto the site. Waste does
not accumulate in trash containers to the point of overflowing.
Refuse is stored in covered, waterproof receptacles which comply
with all relevant construction standards (such as bear and wildlife
proof), as specified by the National Park Service. All market
available recyclable products are collected and recycled. Provided
compost collection areas are clean and orderly. Central refuse
collection sites are screened from public view.

RP

27

Site Utilities, Equipment and Delivery Area - All service areas and
equipment such as above ground storage tanks and HVAC systems
are adequately marked and maintained in a clean manner.

Fencing or screening is not required; however, all service areas not
fenced or screened are well-kept and unsightly debris removed.

CcC

28

Fences and Walls - All fences and walls are cleared of vegetative
overgrowth and are well-maintained.

CcC

29

Housekeeping and Cleanliness - The maintenance area is well
organized and conveys a professional, well managed appearance.
Equipment, supplies and parts are stored in orderly fashion.

CcC

30

Hazardous/Flammable Material Storage - Adequate collection,
storage and disposal of hazardous waste and/or flammable

LS
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material generated by or used in the operations are managed.
Hazardous/flammable materials are stored in metal non-
flammable cabinets or in containers that are UL approved and
properly labeled with the name of the material they hold and the
type of hazard they represent.

31

Fire Extinguishers - Accessible fire extinguishers suitable for use
on anticipated type of fires are located in each building, visibly
displayed, and appropriately signed with proper, up-to-date
operating instructions, and visible inspection certificates or tags.

LS

32

Eye-Wash Stations - Emergency eyewashes are placed in chemical
work areas with instructions on use clearly posted.

LS

33

Floors - The maintenance area floor is free of clutter and tripping
hazards such as extension cords, power hoses, etc. The floor is
reasonably free of grease stains, cracks and chips.

LS

34

Shop Lighting - Lighting is adequate to perform campground
maintenance activities while maintaining a high degree of safety.
Fixed ceiling lighting as well as portable retractable lights are clean
and maintained with no burned out bulbs. Any suspended
fluorescent light bulbs are contained in a protective cover.

CcC

35

Storage/Organization — Parts and other supplies are stored in an
organized, secure and uncluttered fashion. To the greatest degree
possible, all parts are stored off the floor on industrial shelves
suitable for the weight and physical environment in which they are
used.

CcC

36

Safety Data Sheets — Current safety data sheets are visible, legible
and readily accessible to all concession staff.

LS

D. Showers/Laundry/Restroom Facilities

37

Public Restroom - Restrooms are clean, free of litter, well-
illuminated, ventilated, and maintained. Restrooms are equipped
with hot and cold running water. Toilet bowls, sinks, and urinals
are clean, free of stains and in proper operating condition. Toilet
tissue, disposable towels, or air drying devices, if provided, are
available at all times. Soap is provided, unless prohibited by

park wildlife management plans. Walls, floors, ceilings, mirrors,
waste receptacles, chairs and other furnishings are clean and well-
maintained. Quality of decorative finishes is commensurate with
the facility. A cleaning inspection log is maintained and posted on
the back of the access door noting time of cleaning inspection and
initialed by inspector.

VS

38

Shower Stalls - Shower stalls including floors, walls, ceilings, doors
and attachments are clean, well-maintained, free of defects, dirt,
smudges, mold and mildew, hair, and ventilated. Shower floors
are equipped with either a non-slip, mildew-free untorn mat or
constructed with non-skid surfaces or strips that are securely
fastened. All mats are sanitized daily. Any showers that are
temporarily out-of-service have computer-generated signs posted
with appropriate "out of order” information and are returned to

CcC
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service within a reasonable period of time.

39

Shower Enclosures - Shower curtains or an appropriate enclosure
are of sufficient length and width to fit the enclosure and to
prevent water from flowing onto the outer areas as well as to
assure privacy to the visitor. All shower enclosures are clean, free
of mold and mildew, untorn or unbroken, and otherwise in good
condition.

VS

40

Water Temperature and Pressure - Shower water temperatures
and pressures remain constant and comfortable. Extreme
pressure and temperature fluctuations do not occur. All fixtures
are low flow, securely installed and properly sealed/grouted.

VS

41

Dressing Area and Clothes Storage - Either central lockers or a
minimum of two clothes hooks per stall are provided and located
in close proximity to each shower stall. Any provided lockers are
clean and rust free, with working doors and hardware. Dressing
areas contain adequate and well-maintained seating, as
appropriate.

VS

42

Mirrors - Sufficient numbers and sizes of mirrors are provided for
each sink area. The mirror(s) are securely mounted, clean,
unpitted and free of cracks.

Vs

43

Ground Fault Interrupters (GFl) - Each electrical outlet adjacent to
sinks or other water sources is connected to a working ground
fault interrupter. A standard GFI duplex receptacle meets this
requirement when placed between two sinks.

LS

44

Emergency Instruction - Notification is provided in the shower
facility on how to obtain emergency assistance, such as fire, police,
ambulance and medical.

LS

45

Public Telephones- Public telephones are available in remote
locations where mobile phone connectivity is not available or
inconsistent. Telephones are in working order, well-maintained
and free of graffiti, and worn or rusty elements.

VS

E. Site Management

Site Maintenance

46

Interior Roads - Roadways throughout the campground are in
good condition and well defined with no potholes or ruts. If paving
is not provided as a surface, the roads are treated for dust control
where necessary. A minimum of 12’ for one way and 18’ for two-
way is maintained for safe maneuverability.

CcC
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47

Sites and Access Roadways - Sites and access roadways leading to
the sites have a minimum of 14’ overhead clearance. The parking
pad is comprised of concrete, recycled asphalt material, gravel or
grass as a base. Any provided gravel bases are free of grass and
weeds. Any provided grass pad is defined, smooth and manicured
and turf is in good condition. All sites are level (less than 2%
grade). No cords are present across roadways or other sites.

CcC

48

Site Maintenance/Landscaping - Site landscaping conforms to
Park standards. Grounds and landscaping are kept neat and clean.
Noxious weeds and invasive plants are removed in coordination
with the designated NPS Integrated Pest Coordinator and
according to an approved landscape management plan. No
debris, refuse or litter is allowed on any site or in any space
beneath a trailer.

CcC

49

Amphitheaters/Public Assembly Area - Any provided
amphitheaters and public assembly areas are neat, tidy and well
maintained. Seating areas are clean and functional and any
provided seating or benches are in good condition. The area is
well kept and does not contain unsightly weeds or garbage.

cC

50

Bollards - All bollards are in good structural condition, straight and
sufficient to guide traffic appropriately. Bollards are constructed
of wood, concrete, or metal and are appropriately treated (stain,
oil, paint) to provide an attractive appearance.

CcC

51

Hookups — Any provided hookups (water, electric, sewer, and/or
phone cable) are in good working condition. RV hookups are
located conveniently on the driver’s side of the RV site.

All sewer risers have tight fitting and unbroken commercial caps.
Pump-out connections are designed flush to the ground to
eliminate sewage backflow.

All electric outlets are hard wire attached feeds with covers and
connected to a working ground fault interrupter or circuit breaker.

All water lines are operational with working spigots and equipped
with operational back flow preventers, sized for the size of the
line. All sites without drinking water have drinking water
accessible within 100’ of the sites.

VS

52

Tables- Any provided tables are well-maintained, clean and free of
vandalism and graffiti.

cC
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53

Grills, Fire Containing Devices — Any provided grills and fire
containing devices are free of vandalism and graffiti and repaired
as necessary to assure proper function. One grill or fire containing
device is available at each site.

CcC

54

Wildlife Food Storage Units - Any provided Service-approved
wildlife food storage lockers are located in a central area or in
close proximity to a site. Other Service-approved provisions for
storing food such as metal containers inside a hard-sided building
are acceptable. All units are adequately marked, painted and in
good condition.

RP

55

Site Boundaries, Site Numbers - All sites are adequately and
clearly marked by the placement of permanent, well-maintained
markers or other identifiable means at each site corner. Site
markers are subject to approval concerning size, design and
readability of numbers from the roadway in the
campground/trailer village.

Vs

56

Trailer Spacing and Size Requirements - No trailer in excess of 8
feet in width, or 50 feet in length is permitted on a transient site,
unless approved by the Superintendent or in a campground site
designed for larger trailers.

Vs

57

Vehicles and Boats - No vehicle or boat may be parked in such a
way as to interfere with normal flow of traffic within the trailer or
campground area. Overflow parking, if any, is allowed only in
approved designated areas. Only the maximum numbers of
vehicles authorized by the Superintendent are permitted per site.

Vs

58

Liquid Propane Gas (LPG) Tanks - The Concessioner monitors each
renter to ensure that all LPG tanks are attached to the RV and not
set on the ground.

LS

OPERATIONAL STANDARDS

A. Rental Reservation Services

59

Availability — Any provided reservation services are available, at a
minimum, via telephone, mail, and fax. If reservation services are
available via the internet, they are available on a 24-hour, real-
time on-line availability. If telephone service is utilized, service is
available during normal business operating hours.

Vs

60

Knowledge of Campground Rental Staff - Campground
reservation agents demonstrate their ability to provide adequate
information about rates, campground/RV rental policies and
services, local attractions, access, etc. The Concessioner's website
provides the same information.

VS

61

Length of Stay - Concessioners enforce the Service's maximum
length of stay regulation for per person or party of the same
individuals, whether private or non-profit of 14 consecutive days.

AL
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The Concessioner does not book a person, party or organization
for more than 30 nights per year in campgrounds it manages.
Length of stay regulations are disclosed at the time of reservation.

62

Confirmation - Each reservation call concludes with confirmation
number. Sales are accurately and legibly recorded. Receipts are
given for all site rentals. Additionally, an e-mail is automatically
sent, or written confirmation is sent via mail to confirm the
reservation and provide additional concessioner and park
information.

VS

63

Management Information Systems - The reservation system
integrates with the concessioner's Property Management
Information System (PMIS) and provides comprehensive reporting
capabilities.

VS

64

Payment Methods - The concessioner honors credit cards to
include, but not limited to, MasterCard, Visa, American Express,
and Discover. Debit cards and other types of payment methods
including but not limited to travelers’ checks, personal visitor
checks and gift cards may be accepted at their discretion or at the
direction of the Service.

VS

65

Reservation and Damage Deposits - Concessioners may require a
deposit to reserve a campsite, but all deposit policies/information
are disclosed at the time of the reservation and approved by the
Service. Remaining balance is due in full no more than 90 days
prior to arrival.

VS

66

Rate Changes - The advance rate is honored and customer is
refunded the difference if the approved rate is lower than the
anticipated rate.

VS

B. Rental Check-In/Check-Out Services

67

Hours of Operation - All facilities and services are operated in
accordance with the specified and posted hours of operation.
Hours of operation are prominently displayed at each facility and
posted in such a manner as to be easily visible to the public.

VS

68

Check-In - Check-in is completed promptly in a friendly and
professional manner. Photo ID's are requested. At a minimum, the
campground staff confirms RV type and length, duration of stay,
departure date and check-out time and method of payment.
Campground staff also identifies any extra charges (utility pass
through, donations to friends groups and associations).

VS
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69

Rental Agreements - Written rental agreements or registration
forms, conforming to applicable legal requirements, and approved
by the Superintendent are executed for each site rental. Rental
agreements also include the requirement that the site renter, as a
condition of the rental, must abide by these standards, as well as
the campground rules.

VS

70

Authorized Number and Types of Rental - Group size, duration of
stay, number of actual sites and number of tents per site do not
exceed the approved number and times. The Concessioner does
not rent sites that are used for, or reserved in any way by any
persons for the purposes of promotional display, advertising or
sale of trailers or trailer accessories or any type of commercial or
business use.

AL

71

Order of Rental - A waiting list of rental requests is maintained on
a first come, first-served basis, or in any other manner approved
by the Superintendent.

VS

72

Accepted Vehicles - Only Recreational Vehicles are accepted for
occupancy. No double-or triple-wide, tip-out trailers and modular
homes are permitted.

VS

73

Site Registers - Accurate, up-to-date registers of site occupants are
maintained and available for examination by authorized
Government employees. The register list includes information
such as name of guest, date of rental period, site number, number
of vehicles in the party, license and state of registration of the
vehicles and trailer and make, model, year, and overall length of
the trailer.

VS

74

Park Orientation Material - The concessioner offers park-specific
material upon check-in, to include brochures, maps (marina and
park maps), newsletters, and special notices. Upon request,
additional information is provided about local businesses, places
of interest by land and by boat, major highways, airports,
restaurants, places of worship, etc.

VS

C. Site Management

75

Open Fires — No open fires are permitted outside of approved and
designated fire-containing devices.

RP

76

Mechanical Repairs- The Concessioner permits no major
mechanical work on any vehicle within the campground with the
exception of emergency repairs performed by a mobile RV repair
service.

VS

77

Quiet Hours— Required quiet hours for all services are enforced by
the Concessioner. A policy for generator use/noise is also
developed and enforced.

VS
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Lost & Found- Any and all items found are logged and turned into
a designated secure location. Lost and found articles are properly

78 dated, secured and stored. Records are maintained and VS
procedures established to ensure prompt, accurate response to
guest inquiries concerning lost articles.
Pets - Pets and pet rules are managed and enforced. The
Concessioner requires and enforces all pet rules, including leash

79 and noise requirements. All pet excrement disposal VS
requirements, as established by the Park are met. The
Concessioner removes any troublesome pet.
Public and Emergency Information - A well-maintained bulletin
board or other informational methods of display provides accurate
and timely information about park activities, facilities and services
available. References and directions to lost and found area, public
telephone, as well as to local facilities, such as retail, service

80 . . . . LS
stations, medical clinics, hospitals for emergency and non-
emergency care and other emergency numbers are provided.
Provisions are made for delivering emergency messages to guests
in a timely and effective manner. Routine messages for guests are
prominently displayed.

31 Employee Residential Area- Concessioner employees do not VS
occupy short term transient sites.
D. Personnel
Staffing Levels - All facilities and services are properly staffed so as
to prevent undue delays in service. In determining what
constitutes undue delay, the consideration is given to the kinds
and types of services being rendered and which situations or

82 . . , VS
conditions are beyond the Concessioner’s control (e.g.
unanticipated influxes of guests, facility or equipment
breakdowns, or sudden weather changes). The reasonableness of
the delay, based on the above is the determining factor.

33 Campground Host — Any provided campground host or adequate VS
staff conducts pro-active patrols throughout the day and evening.
Employee Attitude - Each employee projects a friendly,
hospitable, helpful, positive attitude and is capable and willing to
answer guests' questions (about both job and general park

84 . ; . . . VS
information). Additionally, employees are proactive in solving
guest issues, ensuring guest satisfaction, and anticipating guests’
needs.
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Employee Appearance - Each employee wears a uniform or name
tag identifying them as a concession employee. The uniform is
85 commensurate with the type of service provided. Employees A VS
present a neat, clean, and otherwise attractive professional
appearance.

Employee Training Programs - An active training program for all
employees for the development of necessary skills and techniques
is provided for all employees. These sessions stress work
performance and, as appropriate to the position, also includes

86 technical training for specific equipment, first aid, AED, fire and life A VS
safety (e.g. CPR and Heimlich maneuver), alcoholic beverages,
product and service presentation, cleanliness, employee attitudes,
NPS philosophy and policy and any other training requirements.
Performance is indicative of good training.

E. Rates

Approved Rates - All rates charged do not exceed those approved
87 by the Superintendent. These rates are verified against the specific A VS
approved, service, quality, price or other such criteria.

Ranking Definitions

A. Major

First Priority (A) conditions or practices create or have the potential to exert a significant
impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

B. Moderate

Second Priority (B) conditions or practices create or have the potential to exert a moderate
impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

C. Minor

Third Priority (C) conditions or practices create or have a potential to exert a minor impairment
to visitor or employee health and safety; park resources; visitor services or visitor enjoyment;
Concession Facilities or associated personal property.

Focus Area Acronyms

Primary Focus Area Abbreviation Primary Focus Area
LS Life Safety/Health
RP Resource Protection
VS Visitor Satisfaction
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ccC

Cleanliness/Condition

AL

Accessibility/Legal
Requirements
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LIMITED SERVICE MARINA STANDARDS

Description - This category of marinas offers some of the services found in full-service marinas like
dock facilities and courtesy docks. Limited service marinas may also provide fueling. Limited service
marinas are often day-use only and may limit after-hours access to slips. Limited service marinas may
provide small, convenience food and beverage or retail services.

FACILITY STANDARDS

A B,C
Ranking

Primary
Focus Area

Standard
Number

A. In-Park Slip Rental Registration Facility —
Exterior

Building Structure - Building exteriors are maintained in good
condition and in a good state of repair at all times. Exterior
surfaces are painted or treated to protect against deterioration.
Painted surfaces are free of peeling paint, soil, and obvious
cracks in masonry, and present an attractive appearance. Roofs
are maintained with no missing tiles or shingles. Gutters and
downspouts are maintained and cleaned to prevent overflow,
especially at building entrances. Rooftop ventilation and other
systems are in good repair.

cC

Landscaping/Grounds - Landscaping conforms to park
standards. Noxious weeds and invasive plants are removed in
coordination with the designated NPS integrated pest
management coordinator and in accordance with an approved
landscape plan. Grounds are continuously monitored to
remove debris and trash from exterior structure areas and from
shrubbery and planted areas. Appropriate drainage is
maintained to keep water from collecting against buildings.

cC

Parking - Adequate parking spaces for automobiles, bicycles,
etc., are provided. The parking area is paved and well-marked
with stripes or other clearly visible method of designating
spaces. Gravel and/or dirt parking areas are acceptable and are
adequately graded to remove drainage ruts and holes.
Accessible spaces are prominently designated, clean, and free
of refuse and obstructions. All parking areas, curbing, concrete
bumpers, and driveways are well-maintained and free of
excessive cracking, crumbling, holes, or unsightly repairs.

cC
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Trailer Lot Parking - Any provided designated trailer lot parking
areas are clean and free of refuse and obstructions. Designated
areas are preferably located further from the marina than guest
parking. All parking areas, curbing, concrete bumpers and
driveways are in a good state of repair and free of excessive
cracking, crumbling, holes or unsightly repairs.

Pathways, Sidewalks, Ramps, Steps and Stairs - All pathways,
sidewalks, ramps, steps and stairs are unobstructed and free of
debris, obstructions, snow, and ice. These surfaces are
maintained in good repair, free of excessive cracking,
crumbling, holes, or tripping hazards, with well-maintained
hand railings.

Lighting/Illumination -Lighting is provided and maintained to
indicate the entrance to the property and illuminate facades or
signage so that guests can identify the building and safely

6 navigate to it. Lighting is consistent with the NPS Night Sky A LS
requirements. Down-lighting is preferred on tall structures or
post lights. Energy efficient bulbs are used in all fixtures, if
feasible.

Public Signs - Public signs for which the concessioner is
responsible are appropriately located, accurate, attractive and
well-maintained. Permanent signs are professionally designed
and produced, consistent with NPS standards, and appropriate
for the purpose they serve. The Superintendent has approved
signs prior to installation. Temporary signs are computer-
generated, framed or laminated, and professional in
appearance.

Site Utilities, Equipment and Delivery Area - All service areas
and equipment, such as above ground tanks and HVAC systems
are adequately marked and maintained in a neat and orderly
manner. All service areas are well-kept with litter and debris
removed. Fencing or screening is preferred, however, all service
areas not fenced or screened are well-kept and litter and debris
removed. Utility lines are well organized and hidden from
guests view as much as possible. Fluctuating water levels may
result in slack utility infrastructure; this slack is professionally
managed and organized. Ramps or other protection devices
are maintained to protect utility lines located in prominent
motor vehicle pathways from damage or puncture.
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Garbage and Trash/Recycling/Composting - Trash containers
are conveniently located and in sufficient quantity to handle
the needs of the site. Dumpster drain holes are plugged to
keep liquids from draining onto the site. Waste does not
accumulate in trash containers to the point of overflowing.
Refuse is stored in covered, waterproof receptacles which
comply with all relevant construction standards (such as bear
and wildlife proof), as specified by the National Park Service.
All market available recyclable products are collected and
recycled. Provided compost collection areas are clean and
orderly. Central refuse collection sites are screened from public
view.

RP

10

Fences and Walls - All fences and walls are cleared of
overgrowth and are well-maintained.

cC

11

Flags - Any national, state, or park flag displayed at an exterior
location near the main entrance is in good condition and
adheres to the display guidelines of the United States Flag
Code. Flags are a minimum size of 3’x 5’. Any lighted flag
display adheres to NPS Night Sky requirements. Other flags of a
maritime or nautical nature are displayed below the National
Flag.

VS

12

ADA Accessibility - Buildings and areas meet the requirements
of the Americans with Disabilities Act and all other applicable
laws related to accessibility.

AL

13

Ice/Vending — Ice and vending machines are in good working
order and well-maintained. Signage on the machine either
relates to park interpretive themes or is generic in nature. Any
machines temporarily out-of-service or out-of-service for the
season has computer-generated signs directing visitors to the
closest functioning unit. All machines that accept currency
accept the Presidential $1 coin. Any change machines which
accept S5 dollar bills or higher denominations are able to
dispense $1 coins in change. Each coin vending machine has
signs and notices posted on the machines denoting the
acceptance of the Presidential $1 coin.

VS

B. In-Park Slip Rental Registration Facility —
Interior
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14

Marina Registration/Waiting Area — Marina registration
entrance and waiting areas are clean and well-maintained.
Flooring is mopped or swept and cobwebs removed from walls
and ceilings. Any entrance benches, tables and other outdoor
furnishings are clean and well-maintained.

cC

15

Public Restrooms - Restrooms are clean, free of litter, well-
illuminated, ventilated, and maintained. Restrooms are
equipped with hot and cold running water. Toilet bowls, sinks,
and urinals are clean, free of stains and in proper operating
condition. Toilet tissue, disposable towels, or air drying devices,
if provided, are available at all times. Soap is provided, unless
prohibited by park wildlife management plans. Walls, floors,
ceilings, mirrors, waste receptacles, chairs and other furnishings
are clean and well-maintained. Women's or unisex restrooms
have a covered waste receptacle in every stall for the disposal
of feminine hygiene products. The disposal containers are clean
and emptied at least daily. Baby changing areas are provided in
both men's and women's restrooms, unless a unisex restroom
is available. Quality of decorative finishes is commensurate
with the facility. A cleaning inspection log is maintained and
posted on the back of the access door noting time of cleaning
inspection and initialed by inspector.

cC

16

Public Signs - Interior public signs for which concessioner is
responsible are appropriately located, accurate, attractive, and
well-maintained. Permanent signs are professionally designed
and produced, consistent with NPS standards, and appropriate
for the purpose they serve. The Superintendent has approved
signs prior to installation. Temporary signs are computer-
generated, framed or laminated, and professional in
appearance. Permanent indoor signs are designed and
maintained for the disabled and include applicable
international graphical symbols. Handwritten signs within
assigned areas are not used unless the Service approves
exceptions. Signage is neat and tidy, and does not create a
cluttered or untidy look.

VS

17

lllumination - Sufficient energy-efficient lighting, including
recessed, spot and flood lighting, are adequate and
appropriate, and complementary to the décor of the facility. All
light fixtures are clean, functional, and in working condition
with no burned out bulbs.

VS
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18

Ventilation/Climate Control/Temperature - Public spaces are
adequately ventilated with working climate control thermostats
or other methods used to heat public spaces. Public spaces are
maintained at a temperature consistent with guest comfort.

VS

19

Drinking Fountains - Public drinking fountains are clean and in
good working condition.

cC

20

Emergency Lighting/Exit Lights/Emergency Exits - Exit lights on
permanent structures are on emergency circuits and in
operation at all times. Emergency exits in all areas of the
facility are adequately marked and unblocked.

LS

21

Fire Extinguishers - Accessible fire extinguishers suitable for use
on anticipated type of fires are located in each building, visibly
displayed, and appropriately signed with proper, up-to-date
operating instructions, and visible inspection certificates or
tags.

LS

22

Fire Alarms and Pull Boxes - Fire alarms and pull boxes are
visible and accessible to guests and employees.

LS

23

First Aid Kit - A standard 24-unit first aid kit is provided near
the registration or front desk, adequately marked, and staff
knows where to locate the unit quickly.

LS

24

Automated External Defibrillator (AED) - An automated
external defibrillator (AED) is adequately marked, and in good
working condition. The AED is accessible after hours if located
away from the front desk area.

LS

C. In-Park Maintenance Area/Building

25

Building Structure — Maintenance building exteriors are
maintained in good condition and in a good state of repair at all
times. Exterior surfaces are painted or treated to protect
against deterioration. Painted surfaces are free of peeling
paint, soil, and obvious cracks in masonry, and present an
attractive appearance. Roofs are maintained with no missing
tiles or shingles. Gutters and downspouts are maintained and
cleaned to prevent overflow, especially at building entrances.
Rooftop ventilation and other systems are in good repair.

cC

26

Landscaping/Grounds — Maintenance area landscaping
conforms to park standards. Noxious weeds and invasive plants
are removed in coordination with the designated NPS
integrated pest management coordinator and in accordance
with an approved landscape plan. Grounds are continuously
monitored to remove debris and trash from exterior structure

cC
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areas and from shrubbery and planted areas. Appropriate
drainage is maintained to keep water from collecting against
buildings.

27

Garbage and Trash/Recycling/Composting - Trash containers in
maintenance areas are conveniently located and in sufficient
quantity to handle the needs of the site. Dumpster drain holes
are plugged to keep liquids from draining onto the site. Waste
does not accumulate in trash containers to the point of
overflowing. Refuse is stored in covered, waterproof
receptacles which comply with all relevant construction
standards (such as bear and wildlife proof), as specified by the
National Park Service. All market available recyclable products
are collected and recycled. Provided compost collection areas
are clean and orderly. Central refuse collection sites are
screened from public view.

RP

28

Site Utilities, Equipment and Delivery Area - All service areas
and equipment such as above ground storage tanks and HVAC
systems are adequately marked and maintained in a clean
manner. Fencing or screening is not required; however, all
service areas not fenced or screened are well-kept and
unsightly debris removed.

cC

29

Fences and Walls - All fences and walls are cleared of
vegetative overgrowth and are well-maintained.

cC

30

Housekeeping and Cleanliness - The maintenance area is well
organized and conveys a professional, well managed
appearance. Equipment, supplies and parts are stored in
orderly fashion.

cC

31

Hazardous/Flammable Material Storage - Adequate collection,
storage and disposal of hazardous waste and/or flammable
material generated by or used in the operations are managed.
Hazardous/flammable materials are stored in metal non-
flammable cabinets or in containers that are UL approved and
properly labeled with the name of the material they hold and
the type of hazard they represent.

LS

32

Fire Extinguishers - Accessible fire extinguishers suitable for use
on anticipated type of fires are located in each building, visibly
displayed, and appropriately signed with proper, up-to-date
operating instructions, and visible inspection certificates or
tags.

LS

33

Eye-Wash Stations - Emergency eyewashes are placed in
chemical work areas with instructions on use clearly posted.

LS

34

Floors - The maintenance area floor is free of clutter and
tripping hazards such as extension cords, power hoses, etc. The
floor is reasonably free of grease stains, cracks and chips.

LS

35

Shop Lighting - Lighting is adequate to perform marina
maintenance activities while maintaining a high degree of
safety. Fixed ceiling lighting as well as portable retractable

cC
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lights are clean and maintained with no burned out bulbs. Any
suspended fluorescent light bulbs are contained in a protective
cover.

36

Storage/Organization — Parts and other supplies are stored in
an organized, secure and uncluttered fashion. To the greatest
degree possible, all parts are stored off the floor on industrial
shelves suitable for the weight and physical environment in
which they are used.

cC

37

Safety Data Sheets — Current safety data sheets are visible,
legible and readily accessible to all concession staff.

LS

D. Dock/Launch Facilities

38

Boat Ramp - Boat launch ramps are constructed with ribbed
concrete or other non-slip surface, adequately marked, well
maintained. Launch preparation are conducted away from
ramps to avoid congestion. Launch instructions and rules are
clearly marked and adequately posted.

VS

39

Identification - Each mooring is clearly and uniformly marked
by a permanently-installed number. Additionally, all electrical
pedestals and dock/lock boxes are also numbered to coincide
with the slip. Buoy markings conform to applicable uniform
federal or state waterway marking systems.

Vs

40

Cleats - Cleats are properly placed and secured for use at each
slip area. No loose or missing cleats are evident. If painted,
cleats are free of chipped paint. A sufficient number of cleats
are properly sized to secure the vessel to the dock.

cC

41

Boat Fenders - Any required bumper materials are available
and in good condition. Exposed tire bumpers are encased to
the greatest degree possible to minimize rubber markings on
hulls and improve marina aesthetics. Cover materials are free of
tears and well-secured to the docking system. Rub rails are an
acceptable form of bumper.

cC

42

Flotation System - Encapsulated foam is present in all areas of
the docking system. Where not in place, unencapsulated foam
is free of excessive wear and tear and deterioration to reduce
park resource concerns. A corresponding plan for its
retirement and encapsulated replacement is developed. Tank
floatation technology is also an acceptable substitution for
encapsulated foam. Systems are sturdy and free of broken or
uneven sections.

cC
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43

Winch System - Where an anchor stay marina system is in
existence, adjusting winches are securely fastened to the
marina decking, free of peeling paint and rust and well
maintained and operational.

cC

44

Decking — Any concrete, fiberglass or composite surfaces or
pressure treated wood present in all areas of the docking
system are clean, free of unnecessary debris/obstructions, and
well-maintained overall. Wood decking surfaces are secured
with screws and are free of excessive wear, tear, and
deterioration. Railings are in good repair and sturdy enough to
support visitor use.

cC

45

Breakwater - Any provided breakwater is in good working
condition. Exposed tire breakwaters and log jam design
breakwaters are acceptable, are encased to the greatest degree
possible with a material to maximize marina aesthetics and
visibility. Cover materials are free of tears and well-secured to
the docking system.

cC

46

Covered Overhang - Overhang structures are sturdy and well-
reinforced with covered area appropriately sized to the slip(s).
Bird nests, bird droppings and cobwebs are routinely removed.
The structure is painted or treated to prevent rust and mildew.
Covered overhang roofs are free of leaks and material is
consistent throughout.

cC

47

Gangways - Gangways are constructed of pressure-treated
wood, galvanized steel or aluminum surfaces that are free of
excessive wear and tear and deterioration. All gangway
surfaces clean, free of unnecessary debris/obstructions, and
overall well-maintained and secured with screws. Railings,
where required, are in good repair and sturdy enough to
support visitor use. All infrastructure/utilities necessary to
service slips are contained and out of sight.

cC

48

Hoses - Concessioner-provided hoses are adequate in size and
condition for their intended use and free of leaks. Hose system
set ups are consistent throughout the operation and free of
unsightly patches and other deterioration. All concessioner
provided hoses are appropriately coiled in keeping with
maritime standards.

Vs
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49

Courtesy Docks - Courtesy docks are appropriately marked and
conveniently located to the entire operation, including boat
ramp and are equipped with adequate, well-maintained cleats
and access ladders. Appropriate signage is evident to indicate
maximum tie up time for boaters.

VS

50

Fishing Dock - Fishing docks are well signed and equipped with
adequate seating for the identified area. Any pole holders are

secured and fish cleaning station are clean and well maintained.

VS

51

Dock Carts - An adequate number and supply of dock carts are
available in the rental dock area to allow guests to easily
transport luggage, coolers, and supplies to their boat. Dock
cart are clean, well-maintained and in sufficient number to
accommodate demand. Carts are stored in an orderly manner
in a convenient and dedicated area preferably at the head of
dock.

Vs

52

Dock Boxes - Dock boxes are clean, well-maintained,
adequately ventilated, painted and be securely constructed.
Dock boxes do not exceed more than one-half the width of the
finger or are located in an area off the immediate finger area.
A policy of not storing flammable materials including but not
limited to paint, solvents, stains, etc. in any lock box is
prominently displayed or outlined in the slip rental agreement.

VS

53

Dry Boat Storage - Dry boat storage areas are available and
located away from guest service areas, secure and
appropriately fenced or otherwise screened, adequately sized
for its intended use, free of litter and debris, and orderly. A
numbering system is used to identify the dry boat storage area.

Vs

54

Sewage Pump Out Facilities - Sewage pump out stations are
operable, clean, and well-maintained and emptied on a regular
basis. Concessioner-supplied pump out hoses are stored in
secure containers with disinfectant.

RP

55

Winterization - All de-icing systems used in covered slips,
ramps, docks, utilities are well maintained and operable.

cC

E. Fuel Docks
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56

Docks - Fuel docks, particularly in areas with changing water
levels are located in protected areas away from wave action. If
specified, stable platforms are provided for personal watercraft
fueling. Fuel docks are clean and clear of debris, and in good
condition.

'S

57

Fuel Dispensers - Fuel dispensers have nozzles that shut off
automatically. Each hose is equipped with a breakaway device.
Each dispenser has working fire/shear valves. Fuel dispensers,
including nozzles and hoses are in good working condition.
Pumps are locked when attendant is not on duty.

cC

58

Available Fuels - At a minimum, unleaded gasoline, outboard
motor oil, and other lubricants are available to the boating
public.

VS

59

Emergency Response and Spill Containment Equipment - Fire
response equipment is provided at the fuel dock in accordance
with NFPA and other applicable regulations. Spill response
equipment is in good condition, readily available and stored at
the fuel dock. This equipment is specified in the Concessioner's
SPCC and Emergency Response Plans and is adequate to
respond to incidental and non-incidental fuel and oil spills at
the fuel dock for the purpose of stopping the spill. The quantity
of absorbent material equals a ratio of approximately three feet
of boom to every foot of the largest boat within the marina,
including those in boat storage. Equipment provided at the fuel
dock also includes required personnel protective equipment for
emergency response. Dispersants are permitted to clean up
spilled fuel or oil.

RP

60

Fuel Storage Tanks - Secondary containment and automatic
leak detection systems are provided for all aboveground,
underground and dock tanks, piping and dispensers, if specified
or required. If specified, breakaway devices are provided for
dispenser hoses.

cC
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61

Fuel Lines - Fuel lines are well-maintained, free of cracks and
installed in a manner to prevent leaks from developing.
Welded, screwed joints or approved connectors are used. Fuel
lines passing through concrete or under paved roads, sidewalks,
parking lots, are in pipe sleeves, mastic, or otherwise free to
allow for settlement, frost action, vibration or traffic. When
dispensing is from a floating structure, sufficient lengths of oil-
resistant flexible hose is employed between the shore piping
and the piping on the floating structure as necessary by change
in water level. Fuellines are located and protected from
physical damage.

cC

62

Emergency Fuel Shutoff - A readily accessible and posted valve
to shut off the fuel supply at the fueling pumps is provided near
the fuel dock at or near the approach to the pier and at the
shore end of each pipeline adjacent to the point where flexible
hose is attached.

LS

63

Hazardous Materials Storage - All areas storing flammable or
hazardous materials are clearly marked. Flammable liquids are
not stored in battery charging or storage rooms. Hazardous
materials storage adjacent or in over water locations have
secondary containments.

LS

64

Required Public Safety Notices - All required NFPA public safety
notices, including "no smoking" signs are conspicuously posted
around refueling and hazardous storage areas. Signage
concerning fueling operations as required in NFPA 303, Fire
Protection Standards for Marinas and Boatyards, and
maintained as required by Applicable Laws. Emergency
telephone numbers are conspicuously posted around fuel dock
areas.

AL

65

Other Safety Equipment -Other required safety equipment,
including eye-wash, emergency ladders, are operable, and
provided and located near the fueling dock.

LS

F. Dock Area Safety

66

Fire Suppression Systems and Extinguishers - Accessible fire
extinguishers suitable for use on anticipated type of fires are
located in each building, visibly displayed, and appropriately
signed with proper, up-to-date operating instructions, and
visible inspection certificates or tags. Fire suppression systems
are in place, operational with visible up to date inspection
certificates or tags.

LS
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67

Emergency Lighting - Any required emergency backup battery
or generator lighting systems are operational and maintained.

LS

68

Slip Utility Connections — Electrical - Electrical outlets are
marine-grade hard wire attached feeds with working covers
and connected to a working ground fault interrupter.

LS

69

Slip Utility Connections — Water - All water lines are
operational with working spigots and equipped with
operational back flow preventers sized for the size of the line.

VS

70

Security and Lighting - Sufficient outside lighting is maintained
on ramps, docks, slips and other public areas for night time
operations. After scheduled hours, lighting is reduced to
provide safe after hours egress to slip areas and minimal
security in the marina complex. Access to the slip rental area is
controlled by locked, controlled security and is only be
accessible by from land by slip renters. In the absence of a
locked controlled security system, provided security personnel
are provided.

LS

71

Lifesaving Devices - At least one Coast Guard approved throw-
type flotation device (with at least 60 feet of %-inch diameter
rope attached or a reach pole) is located in clear view on the
gas dock and every 200 feet on other docks.

LS

72

Access Ladders — Well maintained and secure access ladders
are located in sufficient numbers and locations on docking
systems to provide convenient and quick egress in the event of
an unexpected fall into the water.

LS

OPERATIONAL STANDARDS

A. Reservation Services

73

Availability - Reservation services are available, at a minimum,
via telephone, mail, and fax. If reservation services are available
via the internet, they are available on a 24-hour, real-time on-
line availability. If telephone service is utilized, service is
available during normal business operating hours.

VS

74

Knowledge of Slip Rental Staff - Reservation agents provide
accurate information about rates, slip rental policies and
marina services, local attractions, access, etc. The
concessioner's website provides the same information.

'S
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75

Confirmation - Each reservation call concludes with
confirmation number. Sales are accurately and legibly
recorded. Receipts are given for all slip, dry boat storage and
moorings rentals. Additionally, an e-mail is automatically sent,
or written confirmation is sent via mail to confirm the
reservation and provide additional concessioner and park
information.

VS

76

Management Information Systems - The reservation system
integrates with the concessioner's Property Management
Information System (PMIS) and provides comprehensive
reporting capabilities.

VS

77

Payment Methods - The concessioner honors credit cards to
include, but not limited to, MasterCard, Visa, American Express,
and Discover. Debit cards and other types of payment methods
including but not limited to travelers’ checks, personal visitor
checks and gift cards may be accepted at their discretion or at
the direction of the Service.

VS

78

Deposits - Reservation deposits are equivalent to one month's
dockage, unless an entire season or year of slip rental is paid in
advance. For transient slips, a one night’s stay required deposit
is applied to last night of stay.

VS

79

Rate Changes - The advance rate is honored and customer is
refunded the difference if the approved rate is lower than the
anticipated rate. Provisions for additional charges are provided
for any amenities.

VS
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80

Cancellations - If slips are rented on a seasonal or annual basis,
the slip holder may terminate a rental agreement by giving
thirty days written notice prior to the end of the current annual
term. If the rental agreement is terminated without thirty days'
notice, the concessioner may retain the deposit. For shorter-
term rentals, concessioners may establish their own
refund/cancellation policy, based on comparable operations.
Concessioners select a cancellation deadline from 1-30 days
prior to the arrival date and communicate it to the guest at
time of reservation. A refund for the full deposit is made if the
guest cancellation complies with this policy. If a reservation is
made within the established cancellation window, and the
guest cancels the reservation, concessioners may require the
guest to forfeit the entire advance deposit provided that the
"no refund" policy was communicated to the guest at the time
of the reservation. The concessioner's cancellation and refund
policy is documented with the reservation confirmation.
Concessioners must determine what adjustment must be made
if a guest cancels after the deadline due to a personal
emergency and demonstrated in written materials. The
concessioner's rental cancellation and refund policy is clearly
stated on the boat rental agreement. For transient slip renters,
24 hour cancellation window is appropriate.

VS

B. Registration Check-In/Check-Out Services

81

Hours of Operation - All facilities and services are operated in
accordance with the specified and posted hours of operation.
Hours of operation are prominently displayed at each facility
and posted in such a manner as to be easily visible to the
public.

VS

82

Check-In - Check-in is completed promptly in a friendly and
professional manner. Photo ID's are requested. At a minimum,
the slip rental staff confirms slip type and length, duration of
stay, departure date and check-out time and method of
payment. Slip rental staff also identifies any extra charges
(utility pass through, donations to friends groups and
associations).

VS

83

Park Orientation Material - The concessioner offers park-
specific material upon check-in, to include brochures, maps
(marina and park maps), newsletters, and special notices. Upon
request, additional information is provided about local
businesses, places of interest by land and by boat, major
highways, airports, restaurants, places of worship, etc.

VS
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84

Check-Out - Guests are acknowledged as soon as possible with
eye contact and a warm friendly greeting. Guests are
presented with a copy of the statement with a method of
payment shown. Guest comment cards are included in the
check-out material, or guests are directed on how to fill-out an
online comment card. Slip rental staff completes check-out
promptly, asks the guest if the stay was satisfactory, and thanks
departing guest for staying at the marina

VS

C. Other Services

85

Lost & Found- Any and all items found are logged and turned
into a designated secure location. Lost and found articles are
properly dated, secured and stored. Records are maintained
and procedures established to ensure prompt, accurate
response to guest inquiries concerning lost articles.

VS

86

Winterization Notification - Slip renters are provided with
adequate and timely notices on winterization activities such as
water shut-off and ramp and dock removal that may affect
renter vessels.

VS

87

Access - Slip renters are provided 24-hour access to their slips.

VS

88

Private Sales - Private sales of boats in marina areas are not
permitted. Boats do not display "For Sale" signs. No slips or
moorings are rented that are used or reserved by any persons
for purposes of promotional display or sale of boats or boat
accessories.

VS

D. Slip Management

89

Slip & Boat Management - A master diagram of the marina,
including the location of all slips and supporting facilities is
prominently displayed, readable and accurate.

VS

90

Maximum Boat Size - Boats in the marina do not exceed
assigned slip designed capacity. Total length and beam include
all temporary and permanent appurtenances.

VS
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Occupant Management (Permanent) - An accurate and current
record is maintained for each slip containing: slip number and
location, slip dimension, utilities at each slip, and details of slip
occupant. Other details include boat owners name, address,
and telephone numbers. Additional boat information include
91 boat name, hull identification number, model, year made, B A
manufacturer, color, type, registration/documentation number,
boat insurance information and a list of people authorized to
use the boat. Files are maintained for each slip containing
important documents and correspondence. Slips are checked
and cleared of all lines and articles left by previous occupants.

Occupant Management (Transient) - An accurate and current
record is maintained for each slip containing: slip number and
location, slip dimension, utilities at each slip, and details of slip
occupant. Other details include boat owners name, address,
and telephone numbers. Additional boat information include
boat name, hull identification number, model, year made,
manufacturer, color, type, registration/documentation number,
boat insurance information and a list of people authorized to
use the boat. Files are maintained for each slip containing
important documents and correspondence. Concessioners
distribute a welcome aboard package including rules and
regulations. The transient guest is provided a head lock key or
combination and the concessioner is available to assist
transient guests with docking.

92

Quiet Hours- Required quiet hours for all services are enforced

93 by the Concessioner.

Dock Housekeeping - Daily dock checks are provided to ensure
that nails are not protruding, decking has not lifted, cleats are
94 holding, boats are not bumping, hoses are hanging, utilities are B VS
in working order, bow pulpits and anchors are not overhanging
the dock causing danger to people walking by.

Slip Transfers- Concessioners shall accommodate slip transfers
95 from requesting guests by placing them on the waitlist for the C VS
preferred slip.

Waitlist - Waiting lists are maintained on a first-come, first-
served basis for the rental of buoys, slips, and dry boat storage
spaces. The waitlist is maintained until all interested parties are
accommodated.

96
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97

Courtesy Docks- Unless otherwise provided for in the
authorized rate schedule, space on courtesy docks is not
rented. Use of courtesy docks does not exceed the specified
time limits.

Vs

98

Slip Rental Agreements - Written approved rental agreements,
conforming to applicable legal requirements are executed for
each slip rental.

VS

E. Fuel Dispensing

99

Compliance - All required inspection stickers are visible and
current on pumps. Dispensers and hoses are clearly and
appropriately labeled.

AL

100

Sales Operations - Only those Concessioner employees trained
on standard operating procedures for fuel dock operations are
permitted to work on the fuel docks. Concession employees
inquires of boat captain what type of fuel is required and
obtains the correct fuel line, and either fills the tank or allows
the customer to fuel their own tank. The entire fueling process
is monitored. All fueling hoses are neatly coiled when not in
use and do not impede dock/finger passage.

VS

101

Emergency Action/Response Plan - A readily accessible and
current emergency action/response plan outlining actions to be
taken, personnel responsible, and other emergency resources is
available.

VS

102

Oil and Fuel Spills - Maintenance and operating practices are in
accordance with the Spill Prevention, Control and
Countermeasure (SPCC) plan procedures to control leakage and
prevent accidental escape of flammable or combustible liquids.
Spills are cleaned up promptly.

RP

F. Marine Radio Operations

103

Operational Requirements - All marinas are equipped with
operating business band or VHF marine radios, with back up
available. The radios are properly licensed, and all staffs are
instructed in use of the radios. Additionally, all concessioner
personnel authorized to use a VHF marine radio are trained in
the appropriate communication protocol. This communication
protocol is documented.

LS

104

Emergency Frequency & Protocol - A port operations
frequency that can be heard throughout the body of water that
the marina serves is established. The concessioner authorizes a
specific transmission channel and call sign.

LS
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105

Care & Handling - All authorized dockhands carry fully
operational VHF marine radio units. When not in use, all radios
are returned to the dock master or marine office for recharging
and safe storage.

cC

G. Outside Contractor Requirements

106

Qualifications & Credentials - An approved list of qualified
contractors is managed. Each-qualified contractor has a file on
hand that includes current occupational license and city/state
sales tax registration number. A developed contractor
management program addresses how contractors will hold
certificates of public liability insurance with companies
reasonably acceptable to the NPS. The insurance policy names
the NPS as an additional insured. In addition, a current workers
compensation insurance certificate is available. Copies of
MSDS sheets for all chemicals used by the contractor while in
the marina are kept current as new products are used. Only
qualified contract boat repair mechanics perform boat repair
work. A qualified mechanic is one who has education and/or
experience in the type of work performed sufficient to provide
high quality customer service and address mechanical issues for
boats allowed to be worked in the marina. Boat repair
apprentices may perform work if a qualified mechanic oversees
their work.

VS

107

Allowable Activities - Only-qualified contractors perform basic
maintenance within slips. More significant maintenance
activities must occur within a designated area away from the
slips area or outside the Park appropriate for such work.

VS

H. Security Procedures

108

Hours of Coverage - The dock area is secured (by locking gates,
entrance gates, etc.) or through security patrols, 24 hours per
day, 7 days per week during the operating season.

Vs

109

Marina Inspection - Every slip is checked daily to ensure that no
boat is in the marina that is not entitled to be there, no boat
has been moved within the marina without the approval of the
manager, and no boat is viewed from the dock as in danger of
sinking, fire, breaking loose.

cC

110

Incident Reporting - Incident reports are available and
completed in order to keep records of documented accidents,
the times they occurred, persons involved, etc. All incidents
reports for types of incidents required by the Park are
immediately reported to the park.

Vs
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111

After-Dark Procedures -The concessioner security personnel
completes comprehensive security rounds by walking all docks
and support facilities. A "security log of events" is kept that
notes any suspicious activities. Concession security personnel
monitors all gates, storage areas, fuel dispensing areas,
ensuring these areas are secure and/or locked.

LS

112

Emergency Numbers Posted - Current emergency telephone
numbers are posted in numerous conspicuous locations.

LS

F. Personnel

113

Staffing Levels - All facilities and services are properly staffed so
as to prevent undue delays in service. In determining what
constitutes undue delay, the consideration is given to the kinds
and types of services being rendered and which situations or
conditions are beyond the Concessioner’s control (e.g.
unanticipated influxes of guests, facility or equipment
breakdowns, or sudden weather changes). The reasonableness
of the delay, based on the above is the determining factor.

'S

114

Employee Attitude - Each employee projects a friendly,
hospitable, helpful, positive attitude and is capable and willing
to answer guests' questions (about both job and general park
information). Additionally, employees are proactive in solving
guest issues, ensuring guest satisfaction, and anticipating
guests’ needs.

Vs

115

Employee Appearance - Each employee wears a uniform or
name tag identifying them as a concession employee. The
uniform is commensurate with the type of service provided.
Employees present a neat, clean, and otherwise attractive
professional appearance.

VS

116

Employee Training Programs - An active training program for
all employees for the development of necessary skills and
techniques is provided for all employees. These sessions stress
work performance and, as appropriate to the position, also
includes technical training for specific equipment, first aid, AED,
fire and life safety (e.g. CPR and Heimlich maneuver), alcoholic
beverages, product and service presentation, cleanliness,
employee attitudes, NPS philosophy and policy and any other
training requirements. Performance is indicative of good
training.

VS

117

Management Availability - All marina facilities have a general
manager or manager on duty at all times.

VS
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118

General Manager Credentials -The marina general manager
possesses a strong background in the marina industry. Other
certifications, as required, including a Certified Marina
Operator or Certified Marina Manager are maintained.

'S

G. Rates

119

Approved Rates - All rates charged do not exceed those
approved by the Superintendent. These rates are verified
against the specific approved, service, quality, price or other
such criteria.

'S

Ranking Definitions

A. Major

First Priority (A) conditions or practices create or have the potential to exert a significant
impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

B. Moderate
Second Priority (B) conditions or practices create or have the potential to exert a moderate

impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

C. Minor

Third Priority (C) conditions or practices create or have a potential to exert a minor impairment
to visitor or employee health and safety; park resources; visitor services or visitor enjoyment;
Concession Facilities or associated personal property.

Focus Area Acronyms

Primary Focus Area Abbreviation Primary Focus Area
LS Life Safety/Health
RP Resource Protection
VS Visitor Satisfaction
cC Cleanliness/Condition
AL Accessibility/Legal
Requirements
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MIDSCALE LODGING STANDARDS

General. This classification consists of establishments providing increased
enhancements and amenities and services. All rooms or individual cabins have
a private bathroom. Services such as business centers, meeting rooms, fitness
centers and restaurants may also be provided.

Public Spaces. The overall appearance and feel of the public spaces is inviting,
attractive with decorative enhancements where form and function are well-
coordinated and provides an obvious degree of comfort.

Rooms. Guestrooms are reasonably modern and modestly comfortable.
Rooms have an inviting, relaxing feel and include modest decorative
enhancements.

Bathrooms. Provide increased numbers of coordinated, decorative
appointments including modest enhancements to function, design elements,
room size, and amenities. Overall feel is of a reasonably modern, enhanced,
comfortable bathroom.

FACILITY STANDARDS

A, B, C
Ranking

Primary
Focus
Area

Standard

Number A. Facility Exterior

Building Structure - Building exteriors are maintained in good
condition and in a good state of repair at all times. Exterior
surfaces are painted or treated to protect against deterioration.
Painted surfaces are free of peeling paint, soil, and obvious cracks
1 in masonry, and present an attractive appearance. Roofs are
maintained with no missing tiles or shingles. Gutters and
downspouts are maintained and cleaned to prevent overflow,
especially at building entrances. Rooftop ventilation and other
systems are in good repair.

cC

Landscaping/Grounds - Landscaping conforms to park standards.
Noxious weeds and invasive plants are removed in coordination
with the designated NPS integrated pest management coordinator
and in accordance with an approved landscape plan. Grounds are
2 continuously monitored to remove debris and trash from exterior
structure areas and from shrubbery and planted areas.
Appropriate drainage is maintained to keep water from collecting
against buildings.

cC
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Parking - Adequate parking spaces for automobiles, bicycles, etc.,
are provided. The parking area is paved and well-marked with
stripes or other clearly visible method of designating spaces.

3 Accessible spaces are prominently designated, clean, and free of B cc
refuse and obstructions. All parking areas, curbing, concrete
bumpers, and driveways are well-maintained and free of excessive
cracking, crumbling, holes, or unsightly repairs.

Pathways, Sidewalks, Ramps, Steps and Stairs - All pathways,
sidewalks, ramps, steps and stairs are unobstructed and free of
4 debris, obstructions, snow, and ice. These surfaces are maintained A LS
in good repair, free of excessive cracking, crumbling, holes, or
tripping hazards, with well-maintained hand railings.

Lighting/Illumination - Architecturally appropriate lighting is
provided and maintained to indicate the entrance to the property
and illuminate facades or signage so that guests can identify the
building and safely navigate to it. Lighting is consistent with the
NPS Night Sky requirements. Down-lighting is preferred on tall
structures or post lights. Energy efficient bulbs are used in all
fixtures, if feasible.

Public Signs - Public signs for which the concessioner is
responsible are appropriately located, accurate, attractive and
well-maintained. Permanent signs are professionally designed and
produced, consistent with NPS standards, and appropriate for the
purpose they serve. The Superintendent has approved signs prior
to installation. Temporary signs are computer-generated, framed
or laminated, and professional in appearance.

Entrance/Porte Cochere - Entrance to the property is identified
clearly and driveways unobscured so that incoming guests can
readily locate the front office or registration areas. Driveway areas
7 with obstructed views are clearly marked with slow driving B Vs
cautionary signage. A Porte Cochere, if present, is clean and well-
maintained.

Site Utilities, Equipment and Delivery Area - All service areas and
equipment, such as above ground tanks and HVAC systems are

8 adequately marked and maintained in a neat and orderly manner. C cc
All service areas are well-kept with litter and debris removed.
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Garbage and Trash/Recycling/Composting - Trash containers are
conveniently located and in sufficient quantity to handle the needs
of the site. Dumpster drain holes are plugged to keep liquids from
draining onto the site. Waste does not accumulate in trash
containers to the point of overflowing. Refuse is stored in
covered, waterproof receptacles which comply with all relevant
construction standards (such as bear and wildlife proof), as
specified by the National Park Service. All market available
recyclable products are collected and recycled. Provided compost
collection areas are clean and orderly. Central refuse collection
sites are screened from public view.

RP

10

Fences and Walls - All fences and walls are cleared of overgrowth
and are well-maintained.

cC

11

Flags - Any national, state, or park flag displayed at an exterior
location near the main entrance is in good condition and adheres
to the display guidelines of the United States Flag Code. Flags are
a minimum size of 3’x 5’. Any lighted flag display adheres to NPS
Night Sky requirements.

'S

12

ADA Accessibility — Buildings and areas meet the requirements of
the Americans with Disabilities Act and all other applicable laws
related to accessibility.

AL

B. Public Areas — Interior

13

Lobby and Registration Area - The lobby, registration areas and
other public spaces are clean and well-maintained. All room
elements are color coordinated. All furniture is in good repair and
is appropriate to the size of the space and its intended purpose,
and presents a well-organized and uncluttered appearance.
Chairs, lamps, tables, draperies and other furnishings are
appropriate and adequate for the visitors' comfort. Floors are
clean, free of litter, and stains. Masonry tile or flagstone grouting
is in good repair and clean. Wood floors are clean and waxed or
otherwise sealed. Carpeting is clean, free of stains and in good
repair. Walls and ceilings are free of cracks and stains and have a
fresh appearance. Windows are clean and free of breaks.
Draperies and sheers, if present, coordinate with the decor of the
lobby area and are clean, free of holes, tears and stains and in
proper working order.

cC

14

Luggage Carts - Luggage carts are clean, well-maintained and in
working order. One cart is available per 50 rooms. Luggage
assistance is available upon request.

'S
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15

Corridors/Ramps/Stairs - Corridors, ramps and stairs are kept
clean, uncluttered, and well lighted. Treads and landings have
non-slip surfaces.

LS

16

Elevators- Elevators are clean, well-lit and operable. Elevator
flooring consists either of hard surface, carpet, or combination of
both corresponding with lobby and corridor flooring. Elevator
phone/intercom, automatic doors and illuminated buttons work
properly. Only computer-generated, professionally designed,
laminated, or framed signage, menus or advertisements are
permitted in the elevator. Current inspection certificates and
evacuation procedures are posted and available upon request.

cC

17

Public Restroom - Restrooms are clean, free of litter, well-
illuminated, ventilated, and maintained. Restrooms are equipped
with hot and cold running water. Toilet bowls, sinks, and urinals
are clean, free of stains and in proper operating condition. Toilet
tissue, disposable towels, or air drying devices, if provided, are
available at all times. Soap is provided, unless prohibited by

park wildlife management plans. Walls, floors, ceilings, mirrors,
waste receptacles, chairs and other furnishings are clean and well-
maintained. Women's or unisex restrooms have a covered waste
receptacle in every stall for the disposal of feminine hygiene
products. The disposal containers are clean and emptied at least
daily. Baby changing areas are provided in both men's and
women's restrooms, unless a unisex restroom is available. Quality
of decorative finishes is commensurate with the facility. A
cleaning inspection log is maintained and posted on the back of
the access door noting time of cleaning inspection and initialed by
inspector. A sign indicating that employees must wash hands
before returning to work is posted.

cC

18

Meeting Rooms- Meeting rooms are adequately marked, clean
and supplied with sufficient and well-maintained furniture and
fixtures commensurate with the size of the room. Some audio-
visual equipment may be available and in good working condition.
A sufficient number of electrical outlets are available to
accommodate multiple users on computers/laptops in the room.

'S
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19

Public Signage - Interior public signs for which concessioner is
responsible are appropriately located, accurate, attractive, and
well-maintained. Permanent signs are professionally designed and
produced, consistent with NPS standards, and appropriate for the
purpose they serve. The Superintendent has approved signs prior
to installation. Temporary signs are computer-generated, framed
or laminated, and professional in appearance. Permanent indoor
signs are designed and maintained for the disabled and include
applicable international graphical symbols. Handwritten signs
within assigned areas are not used unless the Service approves
exceptions. Signage is neat and tidy, and does not create a
cluttered or untidy look.

VS

20

Noise Level/Music/Entertainment - Background music systems or
intercom systems, if provided, are maintained in proper
functioning order at all times. Live or recorded music or
entertainment, if provided, is approved or appropriate for the
facility and played at a level so as not to disturb guests from
adjoining areas. Public area sound systems are not routinely used
to page guests, except for emergencies.

VS

21

House Phones - Public house phones, if present, are adequately
marked, clean and in working order for visitors to use. If there is
no house or in-room phones, pay phones are available.

VS

22

Public Space Internet Infrastructure - Complimentary guest
wireless internet access throughout lobby or meeting area is
preferred. Otherwise service is available in interior hot-spots and
meeting spaces. If there is no internet in the rooms, wireless
internet access is available in the lobby area. Internet services are
maintained to prevent frequent outages of services.

VS

23

lllumination - Sufficient energy-efficient lighting, including
recessed, spot and flood lighting, are adequate and appropriate,
and complementary to the décor of the facility. All light fixtures
are clean, functional, and in working condition with no burned out
bulbs. Hallways and corridors are sufficently illuminated to create
a warm, hospitable feeling, provide a good level of illumination for
guests entering/exiting from rooms, and provide guests with a
sense of safety.

Vs

24

Ventilation/Climate Control/Temperature - Public spaces are
adequately ventilated with working climate control thermostats or
other methods used to heat public spaces. Public spaces are
maintained at a temperature consistent with guest comfort.

Vs
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25

Ice/Vending - One approved, operable, self-service ice machine
and one approved, operable, soft drink machine is provided for
each 60 rooms. Signage on the machine either relates to park
interpretive themes or is generic in nature. Machines for one- or
two-story properties are centrally located for convenient access by
guests on each floor. One self-service ice machine and one soft
drink machine are provided on every other floor in properties of
more than two stories and the location is well identified. Ice is
available free of charge to guests 24 hours a day. Exterior
machines are adequately illuminated, but do not contribute to
night light pollution. Any machines temporarily out-of-service or
out-of-service for the season have computer-generated signs
posted directing visitors to the closest functioning unit. All
machines that accept currency accept the Presidential $1 coin.
Any change machines which accept $5 dollar bills or higher
denominations are able to dispense S1 coins in change. Each coin
vending machine has signs and notices posted on the machines
denoting the acceptance of the Presidential $1 coin.

VS

26

Coin Laundry - A minimum of one washing machine and dryer is
available on-site or at another location within a 5-minute drive of
the property for guest use. Equipment is energy and water
efficient, clean, and in working order. Change machines, if
present, are in working order. Laundry rooms are clean,
adequately ventilated, and lighted. The concessioner provides
approved, environmentally friendly, individually-vended,
biodegradable laundry detergent, powdered bleach, and other
laundry-related supplies for a nominal fee. These supplies are
available in close proximity to the facility. Any machine
temporarily out-of-service has computer-generated signs posted
with appropriate "out of-order” information. Concessioner
employees do not use public laundry facilities.

VS

27

ATM Machines - ATM machines are clean, properly stocked, and in
good working condition. Signage on the machine either relates to
park interpretive themes or is generic in nature. Brand
information is only visible when at the machine. The machines are
adequately illuminated, but do not contribute to night light
pollution. Any machine temporarily out-of-service has a
computer-generated sign posted with appropriate "out-of-order”
information.

Vs

28

Drinking Fountains - Public drinking fountains are clean and in
good working condition.

cC
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29

Trash/Recycling - Waste does not accumulate in trash containers
to the point of overflowing. Multiple trash containers located
conveniently and in sufficient quantity to handle the needs of the
area. Separate recycling containers, labeled to indicate acceptable
recyclables, provided in close proximity to the solid waste
container(s).

RP

30

Housekeeping Closet and Equipment - Housekeeping storage
areas are clean, orderly, free of rodents and are clearly designated
from guest rooms by appropriate signage. Housekeeping carts and
trolleys in use during the day shall, to the maximum extent
possible, not impede guest movement in the corridors or on trails
and pathways. Carts are neat, well organized, and well-
maintained. If used outdoors, carts are not be left unattended for
lengthy periods of time to prevent wildlife access.

cC

31

Emergency Lighting/Exit Lights/Emergency Exits - Exit lights on
permanent structures are on emergency circuits and in operation
at all times. Emergency exits in all areas of the facility are
adequately marked and unblocked.

LS

32

Fire Extinguishers - Accessible fire extinguishers suitable for use
on anticipated type of fires are located in each building, visibly
displayed, and appropriately signed with proper, up-to-date
operating instructions, and visible inspection certificates or tags.

LS

33

Fire Alarms and Pull Boxes - Fire alarms and pull boxes are visible
and accessible to guests and employees.

LS

34

First Aid Kit - A standard 24-unit first aid kit is provided near the
registration or front desk, adequately marked, and staff knows
where to locate the unit quickly.

LS

35

Automated External Defibrillator (AED) - An automated external
defibrillator (AED) is adequately marked, and in good working
condition. The AED is accessible after hours if located away from
the front desk area.

LS

36

Carbon Monoxide Detectors — Operable Carbon Monoxide (CO)
detectors are present in all hallways or other public areas adjacent
to those areas that incorporate gas or oil powered heating
equipment (laundry rooms) or public areas with fireplaces, etc.
Hard-wired detectors are preferable over plug in portable units.
Any battery-operated detector is tested monthly and batteries
replaced at least yearly.

LS
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37

Chemical and Equipment Storage - All chemicals, supplies and
equipment used in the cleaning and maintenance of guest rooms
and public areas stored per manufacturer's recommendations. All
chemicals are stored in properly marked containers. Current
Material Safety Data Sheets (MSDS) are accessible and known to
all employees.

LS

38

Night Entrance/Exits - All entrance/exit doors normally locked
during specific times in the evening has signage, both inside and
outside the doors, indicating the time they are locked and include
directions to the appropriate, alternate entrance/exit doors.

LS

C. Guest Rooms

Signage

39

Unit Numbers - Each guest room is numbered with easily
distinguishable, uniform numbers.

VS

40

Directional/Emergency - Safety cards are prominently displayed
on the back of each guest room door or adjacent to the front door
area for all interior corridor rooms with required directional,
emergency exit and evacuation routes, and indicating where
individual guest rooms are located. Exterior corridor rooms have
signage as appropriate.

LS

41

Posting of Rates - Rates are prominently posted in a suitable

location (e.g. on the back of individual guest room doors) and
made available at the guest's request at the registration desk.

AL
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Security

42

Entry and Other Exterior Door Security - All guest room doors are
equipped with an electronically activated locking device, unless
within historic facilities with doors that cannot be changed. All
lock sets automatically re-code with each use of a newly assigned
guest key, voiding all previously issued guest keys. Doors provide
a double locking system from the inside. Entry doorways are
sufficiently illuminated to allow easy access. Door locks and
hardware are regularly inspected for easy, efficient operation and
good appearance. All sliding doors are equipped with a hook lock
built-in within the door handle, as well as, a secondary locking
device. French doors have surface-mounted slide bolts at top and
bottom to secure the stationary/auxiliary door. The secondary
locking device includes a safety bar (charley bar), a sliding door
deadbolt, or pin-type lock. Striping or other mechanisms are
applied to French doors and sliding glass doors at eye level. Any
inoperable guest room entrance door lock has an “out-of-service”
sign and not rented until the lock is repaired.

LS

43

Auxiliary Locks - All guest room entrance doors are equipped with
a chain or fixed night latch type door guard. Auxiliary locks are
provided for all exterior and connecting doors. Locks are either a
safety latch or other approved non-key locking device (chain).
Locks are installed to the door jam and the door for maximum
security and strength of installation, and assure ease of guest
operation.

LS

44

View Ports — One-way view ports, mounted 5 feet above the floor
are present on entrance doors only, unless within historic facilities,
where doors cannot be changed or when there are no side
windows.

LS

45

Doors, Windows, and Screens - All doors, windows and screens
are clean, in good working condition, and sufficiently tight to
preclude the entry of rodents and insects. Exterior doors are well-
maintained with limited scratches, scuffs, or marks. All guest
room windows that open have a lock which secures the window in
a closed position.

LS
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46

Interior and Connecting Doors and Locks - All guest rooms with
interconnecting solid-core or metal doors, these doors are
equipped with a lock that is self-locking and a one-inch bored-in
deadbolt lock on each door. A knob on the guest room side of the
interconnecting door with a tamper-proof plate on the other side
of the door complies with the self-locking requirement. All doors,
handles, and catch mechanisms are fully operable, clean, with
limited scuffs, scratches, or marks from cleaning equipment.

LS

47

Safes - In-room safes are clean and in working order. If not
provided, safes are available to guests at the front desk, upon
request, with appropriate information signage in the room or
room directory about the safe’s front desk availability.

Vs

48

Hang Tags - "Do Not Disturb" or other types of hang tags are
present for each room. Tags are clean with few tears or bent
corners and in otherwise good condition.

VS

Safety

49

Smoke Detectors - An operational single-station, hard-wired
smoke detector is provided in each guest unit.

LS

50

Carbon Monoxide Detectors- Operating Carbon Monoxide (CO)
detectors are present in all guest rooms that utilize gas or oil
powered heating systems, or rooms with fireplaces, etc. Hard-
wired CO detectors are preferred. Any battery-operated detector
is tested monthly and batteries replaced at least yearly.

LS

51

Ground Fault Interrupters (GFl) - Each electrical outlet adjacent to
sinks or other water sources is connected to a working ground
fault interrupter.

LS

52

Emergency Instruction - Notification is provided in each guest
room on how to obtain emergency assistance, such as fire, police,
ambulance, and medical.

LS

Room

53

Walls and Ceilings - Walls and ceilings are clean, free of defects
such as cracks, breaks, torn coverings, mold, mildew, stains, and
cobwebs.

cc

54

Floors and Carpeting - Floors and floor coverings are clean,
untorn, and free of litter and stains, and in good repair.
Replacement carpeting using recycled materials, composite
materials, or wood from sustainable sources is preferred.

CcC
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55

Window Coverings, Drapery, and Shades - All window coverings
including draperies, blinds, and shades are cleanable and designed
to provide for the guests' privacy and consistent with the design
theme of the facility. Draperies open and close with cords or pull
wands. Blinds are composed of wood; plastic/vinyl blinds are not
permitted. Drapery and blind cords are installed to minimize
choking hazard to children. Drapery rods are firmly fastened to
wall or ceiling, properly strung, and in good operating condition.
Window coverings provide full blackout capabilities from the sun
or outside light sources.

CcC

56

Lighting and Ceiling Fans - A minimum of three, well-positioned
light fixtures are provided in each room to provide a high level of
illumination. One fixture either on the wall or overhead, and two
bedside lamps for reading or writing purposes are provided. All
bulbs are Compact Fluorescent Light (CFL) that provides the
equivalent of 75 watts of illumination. One functional, easily
accessible light switch is located at the entrance door that
activates a light in the room entryway. Decorative lamps are well-
coordinated for form and function. Desk, shades and lamps, light
fixtures and bulbs are dusted daily, and have no frayed cords or
stained, bent, or broken shades. Ceiling fans and blades are clean,
free of insects and debris, and in working order.

VS

57

Climate Control- Guest bedrooms have working individually
controlled thermostats to provide for guest-controlled heating and
cooling on demand. Units operate quietly and have clean filters
and grills. Ceiling or floor fans are an acceptable substitute for air
conditioning.

Vs

58

Furniture - Guest rooms are equipped with free standing,
decorative, and well-coordinated furnishings that are attractive,
comfortable, in excellent condition, free of dust, lint, finger marks,
smudges, stains, and scratches. Furniture is inspected, repaired or
replaced on a scheduled basis to eliminate worn finish or torn
upholstery. Furniture is routinely inspected and treated if
evidence of rodents and bedbugs are found.

cC

59

Bed Frame and Headboards - Each bed is furnished with a fitted
metal or wood framed decorative bed frame and decorative
headboard. If the bed frame is not finished, the frame has a bed
skirt or other appropriate cover, matching the room décor, dust
free and in good condition. Platform beds, if present, are designed
consistent with the headboard and the decor of the room. Bed
frames and headboards are dust free and in good condition.
Headboards are routinely inspected and treated if evidence of
rodents and bedbugs are found.

CcC
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60

Bedding - Each bed is made with triple sheets, one mattress pad,
pillow(s) and pillow case(s), blanket and bedspread. All bedding is
uniform, clean, and free of stains, rips, and tears and appropriate
to the size of the bed. Depending on location and climatic
conditions, a second blanket for each bed is available, preferably
in the room but at a minimum, obtainable at the registration desk.
Bed linens are of average quality thread counts (180-250 thread
count), closely woven and smooth to the touch. Sheets and
pillows consist of enhanced thick cluster fiber. At least two, but
typically more than two, pillows are provided per person. Pillows
may include a decorative pillow or bolster. If feather pillows are
provided, non-feather pillows are available on request. Soft goods
are color coordinated with window coverings, drapes and
upholstery.

CcC

61

Mattresses and Box Springs - Mattresses and box springs are of
good quality and in good physical condition. Mattresses are clean,
odorless, non-sagging, and free of lumps and protruding tufts,
sized to fit the bed frame or springs, and routinely rotated.
Mattresses and box springs are regularly inspected and treated if
evidence of rodents and bedbugs are found. Springs are non-
protruding, quiet, and unbroken. All manufacturers’ box spring
and mattress tags are visible. Box springs contain a minimum of
90 coils. If room size permits, queen mattresses rather than
double-double mattresses are preferred; doubles are replaced out
to queens on the next replacement cycle. Queen and King
mattresses meet a minimum standard of 986 coils.

VS

62

Linen/Mattress and Other Furniture Replacement - All guest
room linens are replaced every 3-5 years, or more frequently as
use requires. All guest room furniture is replaced every 7-10
years, or more frequently as use requires. Mattresses are replaced
every 5 to 7 years. Historic furniture in historic properties is well-
maintained, and replaced at the end of their useful life.

CcC

63

Clothes Storage - Hang Space - A semi- or fully-enclosed area in
each guest room appropriate to the room décor finish is available
for guests to hang clothing and personal belongings.
Closet/clothes hanger area is clean and neat and includes at least
eight matching heavy gauge plastic or wood hangers. No wire
hangers are permitted.

Vs

64

In-Room Refrigerators (No-kitchenette) — If provided, in-room
refrigerators are clean, well-maintained, and in proper working
order.

CcC
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65

Kitchens, Kitchenettes and Appliances - Kitchens and kitchenette
equipment (stoves, refrigerators, microwaves, cooking and eating
utensils) are in good condition, adequate, clean, and reasonably
quiet. All items and equipment are of good quality. Ata
minimum, kitchenettes include a fixed microwave with operating
instructions. All appliances are UL- approved and Energy Star
rated. Full kitchens have a stove or cook top, properly vented, and
provide appropriate cooking equipment and utensils. Cooking and
eating utensils are provided in quantities, based on the pillow
count of the room, and consist of reusable cutlery, bowls, and
plates; disposable coffee cups/mugs; large plastic glasses and
plastic juice glasses; one microwave-safe dish for heating food
items; one pot holder; one can/bottle opener; and, paper towels.

CcC

66

Open Flame Equipment/ Fireplaces - Woodstoves, fireplaces or
other open flame heating equipment are clean and in good
operating condition. Equipment is cleaned before each new
occupant is checked-in, and regularly inspected. Combustible
materials, including partitions and walls constructed with wood
studs or other unprotected materials, furniture, and bedding are
at least 36 inches from the front of the heating source; fire pads
are placed under wood burning stoves to prevent fire. Adequate
child protection devices such as screens, doors, etc., are present
and in good condition. All woodstoves and fireplaces include
instructions, appropriate fire tools, and precautionary notices for
the guest information. Wood for woodstoves is provided in the
fireplace and is ready to use.

LS

67

Balconies/Patios and Other Outdoor Amenities - Any balconies
and/or patios include adequate seating and, if size permits, a table
to seat two guests. Balcony/patio railings, if present, are in good
condition and of sufficient height, based on local code
requirements. Furniture is constructed of good quality durable
materials (e.g. wood or wrought iron), suitable for exterior use.
Plastic furniture is not permitted. Adjoining balconies/patios are
appropriately partitioned (wall, dense shrubbery). Balconies and
patios provided with at least one outside light meeting NPS Night
Sky standards. Decks, walls, floors, etc. are clean and in good
condition.

CcC
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68

ADA Rooms - Accessible rooms have a second view port mounted
in accordance with ADA requirements. All fixtures (light switches,
clothing cupboards etc.) are placed in accordance with ADA
requirements.

AL

Room Amenities

69

Clock Radio - Each guestroom is equipped with a clean and
operable clock radio, set to the local time with the alarm turned
off at the end of each stay.

VS

70

Luggage Rack - Each guestroom is furnished with one operable
folding wood or light metal luggage rack in good condition.

VS

71

Coffee/Tea Maker and Supplies - Either in-room coffee/tea
making supplies is provided, or guests are provided complimentary
tea and coffee in the lobby or accompanying restaurant. If
provided in-room, supplies consist of clean and operable in-room
coffee/tea maker with complimentary upscale shade-grown coffee
and tea packets. Decaffeinated coffee and tea is provided. Normal
accompaniments, i.e., sugar, sweetener, milk or non-dairy
creamer, stirrer is also provided. Individual packets or pre-
packaged items are acceptable. Washable china/ceramic mugs are
provided; no disposable paper cups are used. Styrofoam cups are
prohibited. Consumables (coffee, tea, accompaniments and cups)
are replenished daily. Either complimentary coffee is provided to
guest in the lobby areas, or vouchers are provided in adjacent food
service areas within historic properties or other properties where
electric service does not permit in-room coffee/tea service.

Vs

72

Iron/Ironing Board - A working iron and clean, well-maintained
ironing board is available upon request. Irons are equipped with
automatic shut off capabilities. The iron is full size (not travel
size).

VS

73

Telephone Access - Each guest room contains at least one
operating direct-dial telephone with complete dialing instructions.
The telephone number for each guest room is posted on the
telephone. Each guest room contains one current local telephone
directory in good condition.

Vs
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74

Televisions - A minimum of one 25-inch color television is
provided in each room. Flat screen televisions are preferred.
Televisions on metal pedestal stands are not allowed. Televisions
are dust free, with cords and wires concealed. Televisions are
connected to a master antenna system or cable to provide a good
quality picture. Each television has a free-standing remote control
with full mute function. Educational and NPS interpretive
programming with DVD player is available, upon request.

VS

75

Guest Room Internet Infrastructure - Wired or wireless working
high speed internet service is available in many rooms.

VS

76

Ice Bucket/Trays/Glassware - Each guestroom is furnished with an
insulated plastic or metal ice bucket (no Styrofoam) with lid.
Sanitized beverage single service drinking cups (recyclable
material) are provided in numbers based on room pillow count.
When glassware used, they are pre-sanitized and either pre-
wrapped or placed upon a fresh paper coaster upside down.

Other amenities, such as clean ice tongs, are provided.

VS

77

Cribs, Rollaway, Trundle Bed - Cribs, rollaway, or other types of
beds are available upon request and are clean, well-maintained,
and fully operational. Cribs, rollaway, and other types of extra
beds are delivered with clean, appropriately sized linens and
blankets.

VS

78

Trash Can/Recycling - Each room contains at least two (2) clean
trash cans in good repair and constructed of durable materials (i.e.
not plastic). One trash can is located in the bathroom area.
Additionally, one in-room recycling container is located in each
room.

RP

79

Guest Room Directory - Each guest room is furnished with a clean
printed directory of guest services in good condition without
missing or torn pages. The directory includes information about
the park, the facility, activities, area services, and amenities.

Vs

D. Guest Room Bathroom

80

Floor Coverings - All bathroom floor coverings are non-slip, clean,
well-maintained, and free of defects, dirt, smudges, mildew, and
hair.

CcC

81

Walls and Ceilings - Bathroom walls and ceilings are clean, free of
cobwebs, mold, and mildew.

CcC
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82

Shower/Tubs/Sinks and Surrounds - Showers, sinks, and bath tubs
are clean, unspotted, free of stains inside and out, and in good
condition. Surfaces are sanitized daily. Additional amenities
include commercial grab bars that meet ADA requirements. Tubs
and showers are equipped with either a non-slip mat or
constructed with non-skid surfaces or strips that are tightly
secured, clean, free of mildew, and untorn.

CcC

83

Shower/Tubs/Sinks - Enclosures and Fixtures - Showers/tubs
include heavy weight vinyl or decorative, good quality, single fabric
shower/tub curtain that is untorn, clean, free of mold and mildew.
Metal shower hooks are preferred, but plastic is permitted.
Curtains are of sufficient length and width to prevent water from
flowing onto the floor. Curved, metal shower rods are preferred.
Other types of enclosures (hinged and sliding Plexiglas door with
aluminum frame) meet the above criteria and are easily moveable
and free of breaks. Sliding tub/shower door tracks are clean and in
good repair. All fixtures are of enhanced design to be low flow,
securely installed, and properly sealed/grouted. Anti-scald single
lever mixing valve fixtures are required. All sink and tubs are
equipped with clean and functioning stoppers.

CcC

84

Toilet - Two-piece low-flow toilets are cleaned and sanitized daily,
are unpitted, and free of cracks and stains. Toilet seats and lids
are clean and sanitary, with no chipped or worn surfaces, bare
wood or other composition visible. Seats and lids are free of
discoloration or stains, securely fastened to the toilet seat, and fit
the shape of the toilet. Seats have required bumper supports.
Paper bands are not recommended.

CcC

85

Mirror/Cabinetry - One medium sized (>3 sq. ft.) beveled or
decoratively framed mirror is provided in each guest bathroom.
The mirror is securely mounted, clean, unpitted,and free of cracks.
Any vanity top is large enough to accommodate toiletries. All
cabinetry hides plumbing.

cc

86

lllumination - Guest room bathrooms provide an overall high level
of illumination. Fixtures generally include one central light fixture
in a decorative cover. All lighting and covers are clean and in good
working condition.

Vs
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87

Ventilation/Windows/Screens - All bathrooms areas are
adequately ventilated. Window ventilation is acceptable, but if
windows are not available, then exhaust vents and fans are
provided, kept clean, and well-maintained. Windows are either
at a height to provide privacy or appropriate screening (e.g.
frosted glass, voile curtains) is used. Bathroom windows are clean,
free of defects such as breaks or torn screens, and in working
condition.

CcC

88

Bathroom Linens - Clean 100% quality terry cloth wash cloth, face
and bath towels are provided in good condition in each bathroom.
Bath mats are provided in similar weight and grade to towels.
Towels are medium weight and size, with medium absorbency. At
least 4 hand, face and bath towels are provided per room or in
guantities based on room pillow count. The following sizes and
linen weights are used: hand - 16 X 27, 3 Ibs. per dozen; face - 12
X 12, 1 lb. per dozen; bath - 25 X 52, 12 Ib. per dozen.

CcC

89

Towel Storage and Hooks - Two - 18 inch towel bars, one with a
shelf rack are provided to hold the number of towels supplied in
the room. At least one secured robe hook is available in each bath
area.

VS

90

Nightlight - Each bathroom or bathroom area has a working
nightlight. This may be integrated in a hair dryer, light switch, or
otherwise provided.

VS

BATH AMENITIES

91

Amenity Package - Each guest bathroom contains, at a minimum,
a 3-piece amenity package: shampoo, conditioner or
shampoo/conditioner combination, moisturizer lotion, and body
soap (liquid or bar) provided in individual packages or bulk
dispensing. If bulk dispensing is provided, individual packages are
available on request and a note or sign added to this effect in
bathroom area. If bulk dispensing is used, dispensers are flushed
and cleaned once per quarter, or more often depending on usage.

VS

92

Facial Tissues - Facial tissues of standard size are provided in
either a permanently wall mounted chrome or similar type of
holder, or in a free-standing container placed on top of the vanity.

VS

93

Toilet Tissue - Each bathroom contains two rolls of two ply toilet
tissue. One roll or package of toilet tissue is held in reserve and
conveniently located. No chlorine-bleached rolls are permitted.

VS
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94

Hair Dryer - Each room is provided with a clean and operable wall-
mounted commercial type hair dryer.

VS

OPERATIONAL STANDARDS

Services

A. Reservation Services

95

Availability - Reservation services are available, at a minimum, via
telephone, mail, fax, and internet. Reservation services are
available via the Internet on a 24 hour real time on-line basis. If
telephone service is utilized, service is available 24 hours per day.

VS

96

Knowledge of Reservation Agent/Details on Website -
Reservation agents provide accurate information about rates,
cancellation, convention reservation policies, arrival and departure
time, amenities and services, local attractions, access, etc. The
concessioner's website provides the same information.

VS

97

Confirmation - Each reservation call concludes with a confirmation
number. Additionally, an e-mail is automatically sent, or written
confirmation is sent via mail to confirm the reservation and
provide additional property and park information.

Vs

98

Property Management Information Systems - All reservation
systems integrate with the concessioner's Property Management
Information System (PMIS) and provide comprehensive reporting
capabilities.

VS

99

Payment Methods - The concessioner honors credit cards to
include, but not limited to, MasterCard, Visa, American Express,
and Discover. Debit cards and other types of payment methods
including but not limited to travelers’ checks, personal visitor
checks and gift cards may be accepted at their discretion or at the
direction of the Service.

VS

100

Deposits - A deposit to hold a room may be required, but all
deposit policies/information is disclosed at the time of the
reservation and approved by the Service. Advance deposits do
not exceed the room rate, including tax, for the minimum number
of nights occupied per reservation.

Vs

101

Rate Changes - The advance rate is honored and customer is
refunded the difference if the approved rate is lower than the
anticipated rate. Provisions for additional charges based on other
factors like multiple occupancy, type of room, and additional beds
are provided for.

Vs
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102

Cancellations - Concessioners select a cancellation deadline
from 1-30 days prior to the arrival date and communicate it to
the guest at time of reservation. A refund for the full deposit is
made if the guest cancellation complies with this policy. If a
reservation is made within the established cancellation
window, and the guest cancels the reservation, concessioners
may require the guest to forfeit the entire advance deposit
provided that the "no refund" policy was communicated to the
guest at the time of the reservation. The concessioner's
cancellation and refund policy is documented with the
reservation confirmation. Concessioners must determine what
adjustment must be made if a guest cancels after the deadline
due to a personal emergency and demonstrated in written
materials.

'S

103

Overbooked Reservations - In the event of an overbooked
reservation, the concessioner will make every effort to arrange
for a comparable accommodation in the area. The
replacement room is provided to the guest at no charge for the
first night’s stay. Transportation and a telephone call to notify
the guest's home or office of this change is also provided
without charge. If the guest has paid an advanced deposit, this
is refunded to the guest in addition to the payments described
above. If the concessioner can accommodate the guest on the
next or subsequent nights, the guest is invited back to the
property.

VS

B. Registration/Check-In/Out Services

104

Hours of Operation - Check-in and registration services are
provided 24 hours per day. If the registration or front desk is
closed for certain hours, the concessioner provides an
alternative method to facilitate check-in (i.e. bell to alert night
audit or other back of house staff, message board to inform
guest of alternative check-in method, etc.).

VS
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105

Check-In - Check-in is completed promptly in a friendly and
professional manner. Guest wait times are limited to 10
minutes during peak periods; and 1 to 2 minutes during other
periods. Front desk staff acknowledges any waiting guests and
demonstrates a sense of courteous urgency in concluding
transactions when guests are waiting. Photo ID's are
requested. At a minimum, the front desk staff confirms room
type, bed type, number of persons in the party, length of stay,
departure date and check-out time, method of payment, and
discreetly identifies the room number and directions to the
room. Front desk staff also identifies any extra charges (utility
pass through fees, donations to friends groups and
associations, internet access fees, etc.). Guests can check-in
from at least 4PM on the day of arrival.

VS

106

Park Orientation Material - The concessioner offers park-
specific material upon check-in, to include brochures, maps,
newsletters, and special notices. Upon request, additional
information is provided about local businesses, places of
interest, major highways, airports, restaurants, places of
worship, etc.

'S

107

Check-Out - Guests are acknowledged as soon as possible with
eye contact and a warm friendly greeting. Guest check-out
wait times are limited to 10 minutes during peak periods and 1
to 2 minutes during other periods for check-out services. Front
desk staff completes check-out promptly or within 5 minutes.
Guests are provided with a folio for review prior to settlement
of the bill, a copy of the folio with a method of payment
shown. Guests are asked if their stay was satisfactory, and are
thanked for staying at the property. Guest comment cards are
included in the check-out material, or guests are directed on
how to fill-out an online comment card. Check-out times are
generally no earlier than 10AM and clearly communicated
upon check-in and in print material.

VS

108

Late Check-Out - If the guest requests and upon availability,
the concessioner extends check-out until 2PM at no additional
charge.

VS
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109

Express Check-Out - If a guest provides a credit card upon
check-in, express check-out is available. For interior corridor
properties; an envelope containing the pre-printed folio and
credit card receipt is passed completely and securely under the
guest room door before 6AM. For exterior corridor properties
or where the envelope cannot be passed completely and
securely under the guest room door, a prepared envelope
(which includes the pre-printed folio and credit card receipt) is
available by 6AM for guest pickup at the front desk. Delivery
of the envelope is secure and protects the confidential
information of the guest, including guest credit card number,
name, and home address. Folios are not left outside the guest
room door or in a location that is accessible to any person
other than the guest checking out.

VS

C. Bell Services

110

Bell and Door Services - Concessioners provide, upon request,
assistance to and from an individual guest room with baggage
at check-in and check-out.

Vs

111

Baggage Storage - Luggage storage is designated near the
registration desk, upon request, but guest's bags are not
individually individually.

Vs

D. Housekeeping Services

112

Cleaning Services and Frequency - Every occupied room (stay-
overs and check-outs) is serviced daily, unless specified by the
guest. At a minimum, each guest room is cleaned (with
complete bed and bath linen changes) between stays. Services
include turning up pillows, straightening guest room
bathrooms, cleaning soiled surfaces, straightening or replacing
used towels, replenishing used amenities, replacing
glassware, repointing tissues, emptying wastebaskets (if
provided), re-making beds, vacuuming, inspecting for safety
items, identifying and reporting lost and found items, and
other maintenance issues.

Vs

113

Room Maintenance Requests - Any maintenance
requests/issues noted by the guest are dealt with promptly, at
a minimum by the end of the day. Housekeeping notes any
maintenance issues (e.g. replacing a light bulb) for resolution
by the end of the day. Upon request, a work order log
containing work orders and completion dates is provided.

VS
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114

Deep Cleaning - An annual deep cleaning housekeeping
program is conducted for each room. Deep cleaning services
include mattress rotation, carpet shampooing, edge
vacuuming, shower liner wash, upholstery vacuuming and
cleaning, wash/dry clean draperies, and launder pillows.

cC

115

Linen Reuse - For greater than 2 night stays, linens and towels
are changed after 3 days, unless the guest requests more
frequent or less frequent change. Compliance with this
requirement and guest requests are monitored through the
inspection program.

VS

116

Inspection Program - All check-out rooms and a representative
sampling of stay-over rooms are inspected daily for
housekeeping services.

Vs

117

Turndown Services - Turndown service is provided upon
request.

Vs

118

ADA Rooms Housekeeping Services - ADA rooms are left set-
up for accessibility after each check-out (e.g. shower heads
lowered, mirrors pulled forward, chairs pulled away from HVAC
units). A courtesy call is placed or personal visit made within
an hour of check-in to inquire if the guest needs any changes
or assistance in the room.

Vs

119

Other Universal Access Services - Employees assist guests with
visual impairments at registration by reading the registration
information to the guest and by providing a written welcome
and instructions for registration. Guests are informed of the
Telecommunications Device for the Deaf (TDD) phone and
other assistance devices that may be available. At least one
TDD is available at the front desk at all times and one
additional TDD is available for use in guest rooms upon
request. If visual fire alarm notification is not permanently
installed in the rooms for guests with hearing impairments,
portable units are available at the front desk.

AL

E. Other Services

120

Wake-up - Some type of wake-up service is available on a 24/7
basis. A personal wake-up call, in addition to an alarm clock is
provided.

'S
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Room Check - Guests who fail to answer their personal wake-
up service call are visually contacted. Each occupied room that
has not been serviced is contacted or checked at least once
daily to ensure guest safety. To minimize guest inconvenience
the guest in each room shown as occupied on the daily room
status report is telephoned after posted daily check-out time.
If no contact is made with the guest, the room is visually
checked for guest safety.

LS

122

Distressed Passenger Amenities - Additional complimentary
toiletries are available on site to guests, upon request, 24
hours daily, free of charge. The following items, if not
provided in guest rooms, are available at the registration or
front desk: razor, shaving foam, toothbrush, toothpaste,
comb, sanitary napkins and sewing kits. The availability of
these items is noted in the in-room guest service directory.

VS

123

Quiet Hours - Required quiet hours for all facilities is enforced
by the concessioner. The concessioner clearly marks this
information This information is clearly marked on the guest
registration folio and other printed materials.

VS

124

Lost and Found - Any and all items found are logged and
turned into a designated secure location. Lost and found
articles are properly dated, secured and stored. Records are
maintained and procedures established to ensure prompt,
accurate response to guest inquiries concerning lost articles.

'S

125

Business Services - Fax and photocopy services are available at
the front desk 7 days per week during normal business hours
upon request.

'S

126

Meeting and Conference Services - If provided, the following
meeting services are available: linen napkins and tablecloths
for all banquet services, and paper beverage napkins for coffee
breaks. Head tables are skirted, others as appropriate.
Amenities include at a minimum; ice water, glasses, and note
pads and pens. Staff is available for audio-visual set-up and
take down. Food and beverage is provided as appropriate.
Some conference services are available, such as: planning
assistance, catering, and most technology needs.

Vs
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F. Personnel

127

Staffing Levels - All facilities and services are properly staffed
so as to prevent undue delays, e.g., registration areas, etc. In
determining what constitutes undue delay, consideration is
given to the kinds and types of service rendered and situations
or conditions beyond the control of the concessioner such as
unanticipated influxes of visitors, facility or equipment
breakdowns or sudden weather changes. The reasonableness
of the delay, based on the above, is the determining factor. All
lodging facilities have a general manager or manager on duty
at all times.

VS

128

Employee Attitude - Each employee projects a friendly,
hospitable, helpful, positive attitude and is capable and willing
to answer visitors' questions (about both job and general park
information). Additionally, employees are particularly
proactive in solving guest's issues, ensuring the highest level of
guest satisfaction and anticipation of guest's needs.

VS

129

Employee Appearance - Each employee wears a uniform or
name tag identifying them as a concession employee. The
uniform is commensurate with the type of service provided.
Employees present a neat, clean and otherwise attractive
professional appearance.

VS

130

Employee Training Programs - An active training program for
the development of the necessary skills and techniques is
provided for all employees. These sessions stress work
performance and, as appropriate to the position, also includes
technical training for specific equipment, first aid, AED, fire
and life safety, product and service presentation, cleanliness,
employee attitudes, NPS philosophy and policy and any other
training requirements. Performance is indicative of good
training.

VS

G. Rates

131

Approved Rates — All rates charged do not exceed those
approved by the Superintendent. These rates are verified
against the specific approved, service, quality, price or other
such criteria. Rate sheets are available at the guest's request
at the registration desk.

VS
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Ranking Definitions
A. Major

First Priority (A) conditions or practices create or have the potential to exert a significant

impairment to visitor or employee health and safety; park resources; visitor services or visitor

enjoyment; Concession Facilities or associated personal property.

B. Moderate

Second Priority (B) conditions or practices create or have the potential to exert a moderate
impairment to visitor or employee health and safety; park resources; visitor services or visitor

enjoyment; Concession Facilities or associated personal property.

C. Minor

Third Priority (C) conditions or practices create or have a potential to exert a minor impairment
to visitor or employee health and safety; park resources; visitor services or visitor enjoyment;
Concession Facilities or associated personal property.

Focus Area Acronyms

Primary Focus Area Abbreviation Primary Focus Area
LS Life Safety/Health
RP Resource Protection
VS Visitor Satisfaction
cC Cleanliness/Condition
AL Accessibility/Legal
Requirements
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SMALL MOTORIZED CRAFT RENTAL STANDARDS

Description - This boat rental classification consists of motorized small craft rentals such as

motorboats and personal watercraft (jet skis). This classification does NOT include non-

motorized vessels such as canoes, row boats, dory's and kayaks.

FACILITY STANDARDS

A,B,C
Ranking

Primary
Focus Area

Standard
Number

A. In-Park Boat Rental Registration Facility -
Exterior

Building Structure - Building exteriors are maintained in good
condition and in a good state of repair at all times. Exterior
surfaces are painted or treated to protect against
deterioration. Painted surfaces are free of peeling paint, soil,
and obvious cracks in masonry, and present an attractive
appearance. Roofs are maintained with no missing tiles or
shingles. Gutters and downspouts are maintained and
cleaned to prevent overflow, especially at building entrances.
Rooftop ventilation and other systems are in good repair.

cc

Landscaping/Grounds - Landscaping conforms to park
standards. Noxious weeds and invasive plants are removed in
coordination with the designated NPS integrated pest
management coordinator and in accordance with an
approved landscape plan. Grounds are continuously
monitored to remove debris and trash from exterior
structure areas and from shrubbery and planted areas.
Appropriate drainage is maintained to keep water from
collecting against buildings.

cC

Parking - Adequate parking spaces for automobiles, bicycles,
etc., are provided. The parking area is paved and well-
marked with stripes or other clearly visible method of
designating spaces. Gravel and/or dirt parking areas are
acceptable and are adequately graded to remove drainage
ruts and holes. Accessible spaces are prominently
designated, clean, and free of refuse and obstructions. All
parking areas, curbing, concrete bumpers, and driveways are
well-maintained and free of excessive cracking, crumbling,
holes, or unsightly repairs.

cC
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Pathways, Sidewalks, Ramps, Steps and Stairs - All
pathways, sidewalks, ramps, steps and stairs are
unobstructed and free of debris, obstructions, snow, and ice.
These surfaces are maintained in good repair, free of
excessive cracking, crumbling, holes, or tripping hazards, with
well-maintained hand railings.

Lighting/lllumination -Lighting is provided and maintained to
indicate the entrance to the property and illuminate facades
or signage so that guests can identify the building and safely
5 navigate to it. Lighting is consistent with the NPS Night Sky B LS
requirements. Down-lighting is preferred on tall structures or
post lights. Energy efficient bulbs are used in all fixtures, if
feasible.

Public Signs - Public signs for which the concessioner is
responsible are appropriately located, accurate, attractive
and well-maintained. Permanent signs are professionally
designed and produced, consistent with NPS standards, and
appropriate for the purpose they serve. The Superintendent
has approved signs prior to installation. Temporary signs are
computer-generated, framed or laminated, and professional
in appearance.

Site Utilities, Equipment and Delivery Area - All service areas
and equipment, such as above ground tanks and HVAC
systems are adequately marked and maintained in a neat and
orderly manner. All service areas are well-kept with litter and
debris removed. Fencing or screening is preferred, however,
all service areas not fenced or screened are well-kept and

7 litter and debris removed. Utility lines are well organized and B CcC
hidden from guests view as much as possible. Fluctuating
water levels may result in slack utility infrastructure; this
slack is professionally managed and organized. Ramps or
other protection devices are maintained to protect utility
lines located in prominent motor vehicle pathways from
damage or puncture.
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Garbage and Trash/Recycling/Composting - Trash containers
are conveniently located and in sufficient quantity to handle
the needs of the site. Dumpster drain holes are plugged to
keep liquids from draining onto the site. Waste does not
accumulate in trash containers to the point of overflowing.
Refuse is stored in covered, waterproof receptacles which
comply with all relevant construction standards (such as bear
and wildlife proof), as specified by the National Park Service.
All market available recyclable products are collected and
recycled. Provided compost collection areas are clean and
orderly. Central refuse collection sites are screened from
public view.

RP

Fences and Walls - All fences and walls are cleared of
overgrowth and are well-maintained.

cC

10

Flags - Any national, state, or park flag displayed at an
exterior location near the main entrance is in good condition
and adheres to the display guidelines of the United States
Flag Code. Flags are a minimum size of 3'x 5’. Any lighted
flag display adheres to NPS Night Sky requirements. Other
flags of a maritime or nautical nature are displayed below the
National Flag.

VS

11

ADA Accessibility - Buildings and areas meet the
requirements of the Americans with Disabilities Act and all
other applicable laws related to accessibility.

AL

12

Ice/Vending — Ice and vending machines are in good working
order and well-maintained. Signage on the machine either
relates to park interpretive themes or is generic in nature.
Any machines temporarily out-of-service or out-of-service for
the season has computer-generated signs directing visitors to
the closest functioning unit. All machines that accept
currency accept the Presidential S1 coin. Any change
machines which accept $5 dollar bills or higher
denominations are able to dispense $1 coins in change. Each
coin vending machine has signs and notices posted on the
machines denoting the acceptance of the Presidential $1
coin.

VS

B. In-Park Boat Rental Registration Facility -
Interior

13

Registration/Waiting Area — The guest registration/waiting
area is clean and well-lit. Literature racks are attractively
displayed and include Park, safety, and concessioner
information.

cC
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14

Public Restrooms - Restrooms are clean, free of litter, well-
illuminated, ventilated, and maintained. Restrooms are
equipped with hot and cold running water. Toilet bowls,
sinks, and urinals are clean, free of stains and in proper
operating condition. Toilet tissue, disposable towels, or air
drying devices, if provided, are available at all times. Soap is
provided, unless prohibited by park wildlife management
plans. Walls, floors, ceilings, mirrors, waste receptacles,
chairs and other furnishings are clean and well-maintained.
Women's or unisex restrooms have a covered waste
receptacle in every stall for the disposal of feminine hygiene
products. The disposal containers are clean and emptied at
least daily. Baby changing areas are provided in both men's
and women's restrooms, unless a unisex restroom is
available. Quality of decorative finishes is commensurate
with the facility. A cleaning inspection log is maintained and
posted on the back of the access door noting time of cleaning
inspection and initialed by inspector.

cc

15

Public Signs - Interior public signs for which concessioner is
responsible are appropriately located, accurate, attractive,
and well-maintained. Permanent signs are professionally
designed and produced, consistent with NPS standards, and
appropriate for the purpose they serve. The Superintendent
has approved signs prior to installation. Temporary signs are
computer-generated, framed or laminated, and professional
in appearance. Permanent indoor signs are designed and
maintained for the disabled and include applicable
international graphical symbols. Handwritten signs within
assigned areas are not used unless the Service approves
exceptions. Signage is neat and tidy, and does not create a
cluttered or untidy look.

VS

16

lllumination - Sufficient energy-efficient lighting, including
recessed, spot and flood lighting, are adequate and
appropriate, and complementary to the décor of the facility.
All light fixtures are clean, functional, and in working
condition with no burned out bulbs.

VS

17

Ventilation/Climate Control/Temperature - Public spaces are
adequately ventilated with working climate control
thermostats or other methods used to heat public spaces.
Public spaces are maintained at a temperature consistent
with guest comfort.

VS

18

Drinking Fountains - Public drinking fountains are clean and
in good working condition.

cc
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19

Emergency Lighting/Exit Lights/Emergency Exits - Exit lights
on permanent structures are on emergency circuits and in
operation at all times. Emergency exits in all areas of the
facility are adequately marked and unblocked.

LS

20

Fire Extinguishers - Accessible fire extinguishers suitable for
use on anticipated type of fires are located in each building,
visibly displayed, and appropriately signed with proper, up-
to-date operating instructions, and visible inspection
certificates or tags.

LS

21

Fire Alarms and Pull Boxes - Fire alarms and pull boxes are
visible and accessible to guests and employees.

LS

22

First Aid Kit - A standard 24-unit first aid kit is provided near
the registration or front desk, adequately marked, and staff
knows where to locate the unit quickly.

LS

23

Automated External Defibrillator (AED) - An automated
external defibrillator (AED) is adequately marked, and in good
working condition. The AED is accessible after hours if
located away from the front desk area.

LS

C. In-Park Maintenance Area/Building

24

Building Structure — Maintenance building exteriors are
maintained in good condition and in a good state of repair at
all times. Exterior surfaces are painted or treated to protect
against deterioration. Painted surfaces are free of peeling
paint, soil, and obvious cracks in masonry, and present an
attractive appearance. Roofs are maintained with no missing
tiles or shingles. Gutters and downspouts are maintained
and cleaned to prevent overflow, especially at building
entrances. Rooftop ventilation and other systems are in good
repair.

cC

25

Landscaping/Grounds — Maintenance area landscaping
conforms to park standards. Noxious weeds and invasive
plants are removed in coordination with the designated NPS
integrated pest management coordinator and in accordance
with an approved landscape plan. Grounds are continuously
monitored to remove debris and trash from exterior
structure areas and from shrubbery and planted areas.
Appropriate drainage is maintained to keep water from
collecting against buildings.

cc

26

Garbage and Trash/Recycling/Composting - Trash containers
in maintenance areas are conveniently located and in
sufficient quantity to handle the needs of the site. Dumpster
drain holes are plugged to keep liquids from draining onto
the site. Waste does not accumulate in trash containers to
the point of overflowing. Refuse is stored in covered,
waterproof receptacles which comply with all relevant

RP
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construction standards (such as bear and wildlife proof), as
specified by the National Park Service. All market available
recyclable products are collected and recycled. Provided
compost collection areas are clean and orderly. Central
refuse collection sites are screened from public view.

27

Site Utilities, Equipment and Delivery Area - All service areas
and equipment such as above ground storage tanks and
HVAC systems are adequately marked and maintained in a
clean manner. Fencing or screening is not required; however,
all service areas not fenced or screened are well-kept and
unsightly debris removed.

cc

28

Fences and Walls - All fences and walls are cleared of
vegetative overgrowth and are well-maintained.

cc

29

Housekeeping and Cleanliness - The maintenance area is well
organized and conveys a professional, well managed
appearance. Equipment, supplies and parts are stored in
orderly fashion.

cC

30

Hazardous/Flammable Material Storage - Adequate
collection, storage and disposal of hazardous waste and/or
flammable material generated by or used in the operations
are managed. Hazardous/flammable materials are stored in
metal non-flammable cabinets or in containers that are UL
approved and properly labeled with the name of the material
they hold and the type of hazard they represent.

LS

31

Fire Extinguishers - Accessible fire extinguishers suitable for
use on anticipated type of fires are located in each building,
visibly displayed, and appropriately signed with proper, up-
to-date operating instructions, and visible inspection
certificates or tags.

LS

32

Eye-Wash Stations - Emergency eyewashes are placed in
chemical work areas with instructions on use clearly posted.

LS

33

Floors - The maintenance area floor is free of clutter and
tripping hazards such as extension cords, power hoses, etc.
The floor is reasonably free of grease stains, cracks and chips.

LS

34

Shop Lighting - Lighting is adequate to perform boat rental
maintenance activities while maintaining a high degree of
safety. Fixed ceiling lighting as well as portable retractable
lights are clean and maintained with no burned out bulbs.
Any suspended fluorescent light bulbs are contained in a
protective cover.

cc

35

Storage/Organization — Parts and other supplies are stored in
an organized, secure and uncluttered fashion. To the
greatest degree possible, all parts are stored off the floor on
industrial shelves suitable for the weight and physical
environment in which they are used.

cc

35

Safety Data Sheets — Current safety data sheets are visible,
legible and readily accessible to all concession staff.

LS
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D. Dock/Launch Facilities

36

Boat Ramp - Boat launch ramps are constructed with ribbed
concrete or other non-slip surface, adequately marked, well
maintained. Launch preparation are conducted away from
ramps to avoid congestion. Launch instructions and rules are
clearly marked and adequately posted.

cc

37

Cleats - Cleats are properly placed and secured for use at
each slip area. No loose or missing cleats are evident. Cleats
are of a sufficient number and properly sized to secure the
vessel to the dock.

cC

38

Lines (Ropes) - Lines are adequate in size, length and
condition to properly secure the vessel to a dock. Lines are in
good condition, free of wear and fraying with the excess
coiled consistent with maritime standards.

cc

39

Boat Fenders - If vessels are stored in water, any required
bumper material or encased bumpers are available and are in
good condition. Exposed tire bumpers are encased to the
greatest degree possible to minimize rubber markings on
hulls and improve marina aesthetics. Cover materials are free
of tears and well-secured to the docking system.

cc

40

Flotation System - If vessels are stored in water, tank or
encapsulated foam is present in all areas of the docking
system. Where not in place, unencapsulated foam is free of
excessive wear and tear and deterioration to reduce park
resource concerns. Systems are sturdy and free of broken or
uneven sections in or out of the water.

CcC

41

Decking — Concrete, fiberglass or composite surfaces or
pressure treated wood are present in all areas of the docking
system. Any rubber slide docking systems used are in good
condition and well-maintained. Where wood decking is in
place, surfaces are secured with stainless steel screws
(cadmium screws acceptable in freshwater locations) and are
free of excessive wear, tear, and deterioration. All dock
surfaces are clean, free of unnecessary debris/obstructions,
and well-maintained overall. Railings are in good repair and
sturdy enough to support visitor use. The dock area where
rentals are stored is clearly marked as such, to appropriately
direct customers who are renting boats. For Personal
watercraft (PWC), a can docking system is acceptable.

cc

42

Breakwater/Wave Attenuators - Any provided breakwater is
in good working condition. Breakwaters are designed to
accommodate and minimize wave attenuation from passing
boats or the elements. Exposed tire breakwaters are
acceptable.

cC
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43

Hoses - Concessioner-provided hoses are adequate in size
and condition for their intended use and free of leaks. Hose
system set ups are consistent throughout the operation and
free of unsightly patches and other deterioration. All
concessioner provided hoses are appropriately coiled in
keeping with maritime standards.

VS

44

Dock Carts - An adequate number and supply of dock carts
are available in the rental dock area to allow guests to easily
transport luggage, coolers, and supplies to their boat. Dock
cart are clean, well-maintained and in sufficient number to
accommodate demand. Carts are stored in an orderly
manner in a convenient and dedicated area preferably at the
head of dock.

VS

EQUIPMENT STANDARDS

A. Vessels

45

Capacity Markings - All required United States Coast Guard
maximum persons or weight capacity markings are present
on applicable rental boats.

AL

46

Vessel Maintenance - Rental vessels are in good operating
condition, and have a clean, well-maintained appearance.
The interior and exterior of the vessel is free of rust, chipped
or peeling paint, or excessively worn seating or benches. A
preventative maintenance schedule is established and
followed for each rental vessel.

cc

47

Other Equipment — Well maintained equipment including
throw rings, life rings and distress flags are present, as
appropriate. Motors are inspected, cleaned and serviced
prior to being rented. Motors are started before each rental
and gas tanks topped off. One set of emergency paddles are
provided and in good condition on all power craft. This does
not apply to PWC's.

LS

48

Anchors - Appropriately-sized and functioning anchors are in
place and stored in a coiled and ready position.

cc

49

Generator/Bilge — Generators/bilges are clean and in good-
working order, free of oil and other contaminants.

cc

50

Fenders/Bumpers — Bumpers and fenders are available, in
good condition and in sufficient number, size and location to
protect the vessel when docking.

cC

51

Docking Lines - Lines are of adequate size and condition and
location to properly secure the vessel to the dock.

cc

B. Security
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52

Boat Storage Area - The rental boat storage area is fenced or
otherwise secured with locking gates or patrolled by 24-hour
or scheduled security personnel, whether stored on land or in
water, during non-business hours

Vs

53

Vessel Doors and Hatches - Vessel doors and hatches contain
appropriate and functioning locking mechanisms.

CcC

C. Safety

54

Vessel Identification - Identification of all rental vessels are in
accordance with U. S. Coast Guard, State and local
regulations.

AL

55

Pre-Season inspections - Rental motorized craft are
inspected at the beginning of the operating season for
structural integrity and general seaworthiness. The
Concessioner has all available inspection records of each craft
on file.

cC

56

Operator Manuals - Operating manuals are available, either
hard copy of electronically upon request for each boat
rented, with the exception of PWC’s.

VS

57

Buoys/Life Jackets - Properly sized and well-fitting United
States Coast Guard approved personal floatation devices
(PFDs) are available for each person in the boat or worn by all
visitors, as required by state or local regulations. All personal
floatation devices are stored in adequately marked locations.
The Concessioner ensures that vessels do not leave the dock
without the required number and sizes of PFDs.

LS

58

First Aid Kit - A sealed, standard 24-unit first aid kit is
provided in each motorized craft and adequately marked.
Renters know where to locate the unit quickly. First aid kits
do not contain out-of-date contents. This does not apply to
PWCs.

LS

59

Fire Extinguishers - At least one accessible fire extinguisher
suitable for use on all classes of fires in compliance with
National Fire Protection Association (NFPA) standards and
local codes is located on each gasoline-powered rental boat,
visibly displayed, appropriately-signed with proper, up-to-
date operating instructions and visible inspection certificates
or tags. This does not apply to PWCs.

LS

60

Audio and Visual Signaling and Navigational Equipment -
Operational audio (horns, bells, whistles) and visual signaling
and navigational equipment (lights) are provided and in good
working order.

LS
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61

SOS Flag, Throw Rings and Line, and Bell — At least one of
these safety items are present and well maintained in each
rental boat.

LS

OPERATIONAL STANDARDS

A. Reservation Services

62

Availability - Reservation services are available, at a
minimum, via telephone, mail, and fax. If reservation services
are available via the internet, they are available on a 24-hour,
real-time on-line availability. If telephone service is utilized,
service is available during normal business operating hours.

VS

63

Knowledge of Small Craft Rental Staff - Reservation agents
provide accurate information about rates, slip rental policies
and marina services, local attractions, access, etc. The
concessioner's website provides the same information.

VS

64

Confirmation - Each reservation call concludes with
confirmation number. Sales are accurately and legibly
recorded. Receipts are given for all slip, dry boat storage and
moorings rentals. Additionally, an e-mail is automatically
sent, or written confirmation is sent via mail to confirm the
reservation and provide additional concessioner and park
information.

VS

65

Payment Methods - The concessioner honors credit cards to
include, but not limited to, MasterCard, Visa, American
Express, and Discover. Debit cards and other types of
payment methods including but not limited to travelers’
checks, personal visitor checks and gift cards may be
accepted at their discretion or at the direction of the Service.

VS

66

Reservation and Damage Deposits - Concessioners may
require a deposit to hold a houseboat, but all deposit
policies/information are disclosed at the time of the
reservation and are approved by the Service. Remaining
balance is due in full based on park requirements. Damage
deposits are refundable provided there is no damage to the
houseboat, and no missing items. Refunds are credited to
the guest's credit card account, or mailed within one week
after checkout.

VS

67

Rate Changes - The advance rate is honored and customer is
refunded the difference if the approved rate is lower than the
anticipated rate. Provisions for additional charges are
provided for any amenities.

VS
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68

Trip Cancellations -Cancellation policies are submitted and
approved as part of the Concessioner’s rate request.
Cancellation policies are communicated to clients in writing
at the time of reservation

Vs

B. Rental Check-In/Check-Out Services

69

Pre-Rental Inspections - Pre-rental inspections are conducted
prior to each rental to ensure proper safety equipment is
present, engines and other equipment is operable and
functioning, gas tanks are filled, and the vessel is rent ready.

LS

70

Hours of Operation - All facilities and services are operated in
accordance with the specified and posted hours of operation.
Hours of operation are prominently displayed at each facility
and posted in such a manner as to be easily visible to the
public.

VS

71

Check-In - Check-in is completed promptly in a friendly and
professional manner. Boat rental staff acknowledges any
waiting guests and demonstrates a sense of courteous
urgency in concluding transactions when guests are waiting.
Photo ID's are requested. At a minimum, the boat rental staff
confirms boat type, number of persons in the party, length of
rental, departure date and check-out time, and method of
payment. Boat rental staff also identifies any extra charges
(fuel, damage waivers, pass-through fees, state taxes, pet
fees, and other equipment rental fees). The reserved boat
and appropriate concessioner staff are available at the
guest's scheduled check-in time.

VS

72

Rental Agreements - Written rental agreements, conforming
to applicable legal requirements, are executed for each boat
rental. The rental form is approved by the Superintendent
prior to adoption and use.

VS
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73

Visitor Safety Orientation - The Concessioner ensures that
the renting operator is capable of handling the boat being
rented. Prior to releasing the vessel to the visitor, specific
written and hands-on verbal operating instructions is given to
the operator or operators to assure they are fully aware of
how to operate the vessel and are aware of any issues which
may arise while the vessel is rented. Instructions and
information include both emergency procedures and
equipment, navigational "rules of the waterway," regulations
and permit requirements regarding restricted areas,
waterway closings and access areas, weather conditions, as
well as proper disposal of pet waste, garbage and trash.
Instruction and information will also be focused on the vessel
and safety equipment, such as the VHF radio, depth finder,
navigation, PFD’s, fire extinguishers, etc. Loading/off-loading
and operational instructions for small craft is accomplished in
an area separate from launching/haul-out areas for visitors
with their own vessels, and away from authorized tour vessel
operations.

LS

74

Park Orientation Material - The concessioner offers park-
specific material upon check-in, to include brochures, maps
(marina and park maps), newsletters, and special notices.

VS

75

Check-Out - Boat rental staff completes check-out promptly.
Either guest comment cards are included in the check-out
material, on each houseboat vessel, or guests are directed on
how to fill-out an online comment card.

VS

C. Other Services

76

Lost and Found - Any and all items found are logged and
turned into a designated secure location. Lost and found
articles are properly dated, secured and stored. Records are
maintained and procedures established to ensure prompt,
accurate response to guest inquiries concerning lost articles.

VS

77

Pick up and Drop Off Transportation — Any provided
passenger pick-up and drop-off transportation services are
timely and adequate.

VS

78

Boat Towing - A sufficient number of boats with towing
capability are available and dispatched as required by the
Park Superintendent. The Concessioner may secure a credit
card number and authorization for a credit card charge.
Visitors are notified within 30 minutes of the approximate
time of arrival, as communication is available.

VS

D. Personnel
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79

Staffing Levels - All facilities and services are properly staffed
so as to prevent undue delays in service. In determining
what constitutes undue delay, the consideration is given to
the kinds and types of services being rendered and which
situations or conditions are beyond the Concessioner’s
control (e.g. unanticipated influxes of guests, facility or
equipment breakdowns, or sudden weather changes). The
reasonableness of the delay, based on the above is the
determining factor.

Vs

80

Employee Attitude - Each employee projects a friendly,
hospitable, helpful, positive attitude and is capable and
willing to answer guests' questions (about both job and
general park information). Additionally, employees are
proactive in solving guest issues, ensuring guest satisfaction,
and anticipating guests’ needs.

VS

81

Employee Appearance - Each employee wears a uniform or
name tag identifying them as a concession employee. The
uniform is commensurate with the type of service provided.
Employees present a neat, clean, and otherwise attractive
professional appearance.

VS

82

Employee Training Programs - An active training program for
all employees for the development of necessary skills and
techniques is provided for all employees. These sessions
stress work performance and, as appropriate to the position,
also includes technical training for specific equipment, first
aid, AED, fire and life safety (e.g. CPR and Heimlich
maneuver), alcoholic beverages, product and service
presentation, cleanliness, employee attitudes, NPS
philosophy and policy and any other training requirements.
Performance is indicative of good training.

Vs

83

Management Availability - All boat rental facilities have a
general manager or manager on duty at all times.

VS

E. Rates

84

Approved Rates - All rates charged do not exceed those
approved by the Superintendent. These rates are verified
against the specific approved, service, quality, price or other
such criteria.

VS

Ranking Definitions

A. Major

First Priority (A) conditions or practices create or have the potential to exert a significant

impairment to visitor or employee health and safety; park resources; visitor services or visitor

enjoyment; Concession Facilities or associated personal property.
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B. Moderate

Second Priority (B) conditions or practices create or have the potential to exert a moderate
impairment to visitor or employee health and safety; park resources; visitor services or visitor

enjoyment; Concession Facilities or associated personal property.

C. Minor

Third Priority (C) conditions or practices create or have a potential to exert a minor impairment
to visitor or employee health and safety; park resources; visitor services or visitor enjoyment;
Concession Facilities or associated personal property.

Focus Area Acronyms

Primary Focus Area Abbreviation

Primary Focus Area

LS

Life Safety/Health

RP

Resource Protection

VS

Visitor Satisfaction

cc

Cleanliness/Condition

AL

Accessibility/Legal
Requirements
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SMALL NON-MOTORIZED CRAFT RENTAL STANDARDS

Description - This boat rental classification consists of non- motorized small craft such as

canoes, row boats, dory's and kayaks. This classification does NOT include motorized vessels

such as small power boats and personal watercraft (jet skis). Concessioners may provide

shuttle services to and from the embarkation or disembarkation locations.

FACILITY STANDARDS

A,B,C
Ranking

Primary
Focus Area

Standard
Number

A. In-Park Boat Rental Registration Facility -
Exterior

Building Structure - Building exteriors are maintained in
good condition and in a good state of repair at all times.
Exterior surfaces are painted or treated to protect against
deterioration. Painted surfaces are free of peeling paint,
soil, and obvious cracks in masonry, and present an
attractive appearance. Roofs are maintained with no
missing tiles or shingles. Gutters and downspouts are
maintained and cleaned to prevent overflow, especially at
building entrances. Rooftop ventilation and other systems
are in good repair.

cc

Landscaping/Grounds - Landscaping conforms to park
standards. Noxious weeds and invasive plants are removed
in coordination with the designated NPS integrated pest
management coordinator and in accordance with an
approved landscape plan. Grounds are continuously
monitored to remove debris and trash from exterior
structure areas and from shrubbery and planted areas.
Appropriate drainage is maintained to keep water from
collecting against buildings.

cc

Parking - Adequate parking spaces for automobiles, bicycles,
etc., are provided. The parking area is paved and well-
marked with stripes or other clearly visible method of
designating spaces. Gravel and/or dirt parking areas are
acceptable and are adequately graded to remove drainage
ruts and holes. Accessible spaces are prominently
designated, clean, and free of refuse and obstructions. All
parking areas, curbing, concrete bumpers, and driveways are
well-maintained and free of excessive cracking, crumbling,
holes, or unsightly repairs.

cc
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Pathways, Sidewalks, Ramps, Steps and Stairs - All
pathways, sidewalks, ramps, steps and stairs are
unobstructed and free of debris, obstructions, snow, and ice.
These surfaces are maintained in good repair, free of
excessive cracking, crumbling, holes, or tripping hazards,
with well-maintained hand railings.

Lighting/Illumination -Lighting is provided and maintained
to indicate the entrance to the property and illuminate
facades or signage so that guests can identify the building
5 and safely navigate to it. Lighting is consistent with the NPS B LS
Night Sky requirements. Down-lighting is preferred on tall
structures or post lights. Energy efficient bulbs are used in
all fixtures, if feasible.

Public Signs - Public signs for which the concessioner is
responsible are appropriately located, accurate, attractive
and well-maintained. Permanent signs are professionally
designed and produced, consistent with NPS standards, and
appropriate for the purpose they serve. The Superintendent
has approved signs prior to installation. Temporary signs are
computer-generated, framed or laminated, and professional
in appearance.

Site Utilities, Equipment and Delivery Area - All service
areas and equipment, such as above ground tanks and HVAC
systems are adequately marked and maintained in a neat
and orderly manner. All service areas are well-kept with
litter and debris removed. Fencing or screening is preferred,
however, all service areas not fenced or screened are well-
7 kept and litter and debris removed. Utility lines are well B cC
organized and hidden from guests view as much as possible.
Fluctuating water levels may result in slack utility
infrastructure; this slack is professionally managed and
organized. Ramps or other protection devices are
maintained to protect utility lines located in prominent
motor vehicle pathways from damage or puncture.
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Garbage and Trash/Recycling/Composting - Trash
containers are conveniently located and in sufficient
guantity to handle the needs of the site. Dumpster drain
holes are plugged to keep liquids from draining onto the site.
Waste does not accumulate in trash containers to the point
of overflowing. Refuse is stored in covered, waterproof
receptacles which comply with all relevant construction
standards (such as bear and wildlife proof), as specified by
the National Park Service. All market available recyclable
products are collected and recycled. Provided compost
collection areas are clean and orderly. Central refuse
collection sites are screened from public view.

RP

Fences and Walls - All fences and walls are cleared of
overgrowth and are well-maintained.

cc

10

Flags - Any national, state, or park flag displayed at an
exterior location near the main entrance is in good condition
and adheres to the display guidelines of the United States
Flag Code. Flags are a minimum size of 3'x 5’. Any lighted
flag display adheres to NPS Night Sky requirements. Other
flags of a maritime or nautical nature are displayed below
the National Flag.

VS

11

ADA Accessibility - Buildings and areas meet the
requirements of the Americans with Disabilities Act and all
other applicable laws related to accessibility.

AL

12

Ice/Vending — Ice and vending machines are in good working
order and well-maintained. Signage on the machine either
relates to park interpretive themes or is generic in nature.
Any machines temporarily out-of-service or out-of-service
for the season has computer-generated signs directing
visitors to the closest functioning unit. All machines that
accept currency accept the Presidential $1 coin. Any change
machines which accept $5 dollar bills or higher
denominations are able to dispense $1 coins in change.

Each coin vending machine has signs and notices posted on
the machines denoting the acceptance of the Presidential S1
coin.

VS

B. In-Park Boat Rental Registration Facility -
Interior

13

Registration/Waiting Area — The guest registration/waiting
area is clean and well-lit. Literature racks are attractively
displayed and include Park, safety, and concessioner
information.

cc
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14

Public Restrooms - Restrooms are clean, free of litter, well-
illuminated, ventilated, and maintained. Restrooms are
equipped with hot and cold running water. Toilet bowls,
sinks, and urinals are clean, free of stains and in proper
operating condition. Toilet tissue, disposable towels, or air
drying devices, if provided, are available at all times. Soap is
provided, unless prohibited by park wildlife management
plans. Walls, floors, ceilings, mirrors, waste receptacles,
chairs and other furnishings are clean and well-maintained.
Women's or unisex restrooms have a covered waste
receptacle in every stall for the disposal of feminine hygiene
products. The disposal containers are clean and emptied at
least daily. Baby changing areas are provided in both men's
and women's restrooms, unless a unisex restroom is
available. Quality of decorative finishes is commensurate
with the facility. A cleaning inspection log is maintained and
posted on the back of the access door noting time of
cleaning inspection and initialed by inspector.

cc

15

Public Signs - Interior public signs for which concessioner is
responsible are appropriately located, accurate, attractive,
and well-maintained. Permanent signs are professionally
designed and produced, consistent with NPS standards, and
appropriate for the purpose they serve. The Superintendent
has approved signs prior to installation. Temporary signs are
computer-generated, framed or laminated, and professional
in appearance. Permanent indoor signs are designed and
maintained for the disabled and include applicable
international graphical symbols. Handwritten signs within
assigned areas are not used unless the Service approves
exceptions. Signage is neat and tidy, and does not create a
cluttered or untidy look.

Vs

16

lllumination - Sufficient energy-efficient lighting, including
recessed, spot and flood lighting, are adequate and
appropriate, and complementary to the décor of the facility.
All light fixtures are clean, functional, and in working
condition with no burned out bulbs.

Vs

17

Ventilation/Climate Control/Temperature - Public spaces
are adequately ventilated with working climate control
thermostats or other methods used to heat public spaces.
Public spaces are maintained at a temperature consistent
with guest comfort.

VS
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18

Drinking Fountains - Public drinking fountains are clean and
in good working condition.

cC

19

Emergency Lighting/Exit Lights/Emergency Exits - Exit lights
on permanent structures are on emergency circuits and in
operation at all times. Emergency exits in all areas of the
facility are adequately marked and unblocked.

LS

20

Fire Extinguishers - Accessible fire extinguishers suitable for
use on anticipated type of fires are located in each building,
visibly displayed, and appropriately signed with proper, up-
to-date operating instructions, and visible inspection
certificates or tags.

LS

21

Fire Alarms and Pull Boxes - Fire alarms and pull boxes are
visible and accessible to guests and employees.

LS

22

First Aid Kit - A standard 24-unit first aid kit is provided near
the registration or front desk, adequately marked, and staff
knows where to locate the unit quickly.

LS

23

Automated External Defibrillator (AED) - An automated
external defibrillator (AED) is adequately marked, and in
good working condition. The AED is accessible after hours if
located away from the front desk area.

LS

C. In-Park Maintenance Area/Building

24

Building Structure — Maintenance building exteriors are
maintained in good condition and in a good state of repair at
all times. Exterior surfaces are painted or treated to protect
against deterioration. Painted surfaces are free of peeling
paint, soil, and obvious cracks in masonry, and present an
attractive appearance. Roofs are maintained with no
missing tiles or shingles. Gutters and downspouts are
maintained and cleaned to prevent overflow, especially at
building entrances. Rooftop ventilation and other systems
are in good repair.

cc

25

Landscaping/Grounds — Maintenance area landscaping
conforms to park standards. Noxious weeds and invasive
plants are removed in coordination with the designated NPS
integrated pest management coordinator and in accordance
with an approved landscape plan. Grounds are continuously
monitored to remove debris and trash from exterior
structure areas and from shrubbery and planted areas.
Appropriate drainage is maintained to keep water from
collecting against buildings.

cc

26

Garbage and Trash/Recycling/Composting - Trash
containers in maintenance areas are conveniently located
and in sufficient quantity to handle the needs of the site.

RP
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Dumpster drain holes are plugged to keep liquids from
draining onto the site. Waste does not accumulate in trash
containers to the point of overflowing. Refuse is stored in
covered, waterproof receptacles which comply with all
relevant construction standards (such as bear and wildlife
proof), as specified by the National Park Service. All market
available recyclable products are collected and recycled.
Provided compost collection areas are clean and orderly.
Central refuse collection sites are screened from public view.

27

Site Utilities, Equipment and Delivery Area - All service
areas and equipment such as above ground storage tanks
and HVAC systems are adequately marked and maintained in
a clean manner. Fencing or screening is not required;
however, all service areas not fenced or screened are well-
kept and unsightly debris removed.

cC

28

Fences and Walls - All fences and walls are cleared of
vegetative overgrowth and are well-maintained.

cC

29

Housekeeping and Cleanliness - The maintenance area is
well organized and conveys a professional, well managed
appearance. Equipment, supplies and parts are stored in
orderly fashion.

cC

30

Hazardous/Flammable Material Storage - Adequate
collection, storage and disposal of hazardous waste and/or
flammable material generated by or used in the operations
are managed. Hazardous/flammable materials are stored in
metal non-flammable cabinets or in containers that are UL
approved and properly labeled with the name of the
material they hold and the type of hazard they represent.

LS

31

Fire Extinguishers - Accessible fire extinguishers suitable for
use on anticipated type of fires are located in each building,
visibly displayed, and appropriately signed with proper, up-
to-date operating instructions, and visible inspection
certificates or tags.

LS

32

Eye-Wash Stations - Emergency eyewashes are placed in
chemical work areas with instructions on use clearly posted.

LS

33

Floors - The maintenance area floor is free of clutter and
tripping hazards such as extension cords, power hoses, etc.
The floor is reasonably free of grease stains, cracks and
chips.

LS

34

Shop Lighting - Lighting is adequate to perform boat rental
maintenance activities while maintaining a high degree of
safety. Fixed ceiling lighting as well as portable retractable
lights are clean and maintained with no burned out bulbs.
Any suspended fluorescent light bulbs are contained in a
protective cover.

cc

35

Storage/Organization — Parts and other supplies are stored
in an organized, secure and uncluttered fashion. To the

cC
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greatest degree possible, all parts are stored off the floor on
industrial shelves suitable for the weight and physical
environment in which they are used.

36

Safety Data Sheets — Current safety data sheets are visible,
legible and readily accessible to all concession staff.

LS

D. Dock/Launch Facilities

37

Decking — Concrete, fiberglass or composite surfaces or
pressure treated wood are present in all areas of the docking
system. Any rubber slide docking systems used are in good
condition and well-maintained. Where wood decking is in
place, surfaces are secured with stainless steel screws
(cadmium screws acceptable in freshwater locations) and
are free of excessive wear, tear, and deterioration. All dock
surfaces are clean, free of unnecessary debris/obstructions,
and well-maintained overall. Railings are in good repair and
sturdy enough to support visitor use. The dock area where
rentals are stored is clearly marked as such, to appropriately
direct customers who are renting boats.

cc

38

Dock Carts - An adequate number and supply of dock carts
are available in the rental dock area to allow guests to easily
transport luggage, coolers, and supplies to their boat. Dock
cart are clean, well-maintained and in sufficient number to
accommodate demand. Carts are stored in an orderly
manner in a convenient and dedicated area preferably at the
head of dock.

VS

EQUIPMENT STANDARDS

A. Vessels

39

Vessel Maintenance - Rental vessels are in good operating
condition, and have a clean, well-maintained appearance.
The interior and exterior of the vessel is free of rust, chipped
or peeling paint, or excessively worn seating or benches. A
preventative maintenance schedule is established and
followed for each rental vessel.

CcC

40

Other Equipment — Paddles are present, well-maintained
and in good working condition.

LS

41

Docking Lines - Lines are of adequate size and condition and
location to properly secure the vessel to the dock.

cC

B. Security
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42

Boat Storage Area - The rental boat storage area is fenced or
otherwise secured with locking gates or patrolled by 24-hour
or scheduled security personnel, whether stored on land or
in water, during non-business hours

VS

C. Safety

43

Vessel Identification - Identification of all rental vessels are
in accordance with U. S. Coast Guard, State and local
regulations.

AL

44

Pre-Season inspections - Rental non-motorized craft are
inspected at the beginning of the operating season for
structural integrity and general seaworthiness. The
Concessioner has all available inspection records of each
craft on file.

cc

45

Buoys/Life Jackets - Properly sized and well-fitting United
States Coast Guard approved personal floatation devices
(PFDs) are available for each person in the boat or worn by
all visitors, as required by state or local regulations. All
personal floatation devices are stored in adequately marked
locations. The Concessioner ensures that vessels do not
leave the dock without the required number and sizes of
PFDs.

LS

46

Audio and Visual Signaling and Navigational Equipment -
Any provided audio (bells, whistles) are in good working
order.

LS

D. Shuttle Vehicles

47

Condition - All vehicles used to transport boat renters are
safe, clean, well-maintained, and in good condition. The
vehicle appropriately accommodates passengers, either
seated or standing, with appropriate grab bars/straps.
Storage areas appropriately accommodate passenger
luggage and is secure from injuring passengers.

VS

48

Registration, Licensing, and Insurance- All vehicles used to
transport boat renters and employees are operated by a
licensed and experienced operator. Vehicles are properly
registered, licensed, and insured in accordance with federal
and state laws and regulations. All vehicles used also receive
all required periodic safety inspections and are properly
maintained.

AL
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49

Identification - All vehicles owned by the concessioner and
used in conjunction with the boat rental operation are
marked with the company name and logo. This includes
registration and insurance documentation to be carried
within the vehicle at all times.

VS

OPERATIONAL STANDARDS

A. Rental Reservation Services

50

Availability - Reservation services are available, at a
minimum, via telephone, mail, and fax. If reservation
services are available via the internet, they are available on a
24-hour, real-time on-line availability. If telephone service is
utilized, service is available during normal business
operating hours.

VS

51

Knowledge of Small Craft Rental Staff - Reservation agents
provide accurate information about rates, slip rental policies
and marina services, local attractions, access, etc. The
concessioner's website provides the same information.

Vs

52

Confirmation - Each reservation call concludes with
confirmation number. Sales are accurately and legibly
recorded. Receipts are given for all slip, dry boat storage and
moorings rentals. Additionally, an e-mail is automatically
sent, or written confirmation is sent via mail to confirm the
reservation and provide additional concessioner and park
information.

VS

53

Payment Methods - The concessioner honors credit cards to
include, but not limited to, MasterCard, Visa, American
Express, and Discover. Debit cards and other types of
payment methods including but not limited to travelers’
checks, personal visitor checks and gift cards may be

accepted at their discretion or at the direction of the Service.

VS

54

Reservation and Damage Deposits - Concessioners may
require a deposit to hold a boat, but all deposit
policies/information are disclosed at the time of the
reservation and are approved by the Service. Remaining
balance is due in full based on park requirements. Damage
deposits are refundable provided there is no damage to the
houseboat, and no missing items. Refunds are credited to
the guest's credit card account, or mailed within one week
after checkout.

VS

NPS Small Non-Motorized Craft Rental Standards 2014

Page 9





55

Rate Changes - The advance rate is honored and customer is
refunded the difference if the approved rate is lower than
the anticipated rate. Provisions for additional charges are
provided for any amenities.

VS

56

Trip Cancellations -Cancellation policies are submitted and
approved as part of the Concessioner’s rate request.
Cancellation policies are communicated to clients in writing
at the time of reservation

VS

B. Rental Check-In/Check-Out Services

57

Pre-Rental Inspections - Pre-rental inspections are
conducted prior to each rental to ensure proper safety
equipment is present and other equipment is operable and
functioning and the vessel is rent ready.

LS

58

Hours of Operation - All facilities and services are operated
in accordance with the specified and posted hours of
operation. Hours of operation are prominently displayed at
each facility and posted in such a manner as to be easily
visible to the public.

VS

59

Check-In - Check-in is completed promptly in a friendly and
professional manner. Boat rental staff acknowledges any
waiting guests and demonstrates a sense of courteous
urgency in concluding transactions when guests are waiting.
Photo ID's are requested. At a minimum, the boat rental
staff confirms boat type, number of persons in the party,
length of rental, departure date and check-out time, and
method of payment. Boat rental staff also identifies any
extra charges (fuel, damage waivers, pass-through fees,
state taxes, pet fees, and other equipment rental fees). The
reserved boat and appropriate concessioner staff are
available at the guest's scheduled check-in time.

VS

60

Rental Agreements - Written rental agreements, conforming
to applicable legal requirements, are executed for each boat
rental. The rental form is approved by the Superintendent
prior to adoption and use.

VS
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61

Visitor Safety Orientation - The Concessioner ensures that
the renting operator is capable of handling the boat being
rented. Prior to releasing the vessel to the visitor, specific
written and/or hands-on verbal operating instructions is
given to the operator or operators to assure they are fully
aware of how to operate the vessel and are aware of any
issues which may arise while the vessel is rented.
Instructions and information include both emergency
procedures and equipment, navigational "rules of the
waterway," regulations and permit requirements regarding
restricted areas, waterway closings and access areas,
weather conditions, as well as proper disposal of pet waste,
garbage and trash. Loading/off-loading and operational
instructions for small craft is accomplished in an area
separate from launching/haul-out areas for visitors with
their own vessels, and away from authorized tour vessel
operations.

LS

62

Park Orientation Material - The concessioner offers park-
specific material upon check-in, to include brochures, maps
(marina and park maps), newsletters, and special notices.

VS

63

Check-Out - Boat rental staff completes check-out promptly.
Either guest comment cards are included in the check-out
material, on each houseboat vessel, or guests are directed
on how to fill-out an online comment card.

Vs

C. Other Services

64

Lost and Found - Any and all items found are logged and
turned into a designated secure location. Lost and found
articles are properly dated, secured and stored. Records are
maintained and procedures established to ensure prompt,
accurate response to guest inquiries concerning lost articles.

VS

65

Pick up and Drop Off Transportation — Any provided
passenger pick-up and drop-off transportation services are
timely and adequate.

VS

66

Boat Towing - A sufficient number of boats with towing
capability are available and dispatched as required by the
Park Superintendent. The Concessioner may secure a credit
card number and authorization for a credit card charge.
Visitors are notified within 30 minutes of the approximate
time of arrival, as communication is available.

VS

D. Personnel
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67

Staffing Levels - All facilities and services are properly
staffed so as to prevent undue delays in service. In
determining what constitutes undue delay, the
consideration is given to the kinds and types of services
being rendered and which situations or conditions are
beyond the Concessioner’s control (e.g. unanticipated
influxes of guests, facility or equipment breakdowns, or
sudden weather changes). The reasonableness of the delay,
based on the above is the determining factor.

Vs

68

Employee Attitude - Each employee projects a friendly,
hospitable, helpful, positive attitude and is capable and
willing to answer guests' questions (about both job and
general park information). Additionally, employees are
proactive in solving guest issues, ensuring guest satisfaction,
and anticipating guests’ needs.

VS

69

Employee Appearance - Each employee wears a uniform or
name tag identifying them as a concession employee. The
uniform is commensurate with the type of service provided.
Employees present a neat, clean, and otherwise attractive
professional appearance.

Vs

70

Employee Training Programs - An active training program
for all employees for the development of necessary skills
and techniques is provided for all employees. These
sessions stress work performance and, as appropriate to the
position, also includes technical training for specific
equipment, first aid, AED, fire and life safety (e.g. CPR and
Heimlich maneuver), alcoholic beverages, product and
service presentation, cleanliness, employee attitudes, NPS
philosophy and policy and any other training requirements.
Performance is indicative of good training.

&)

71

Management Availability - All boat rental facilities have a
general manager or manager on duty at all times.

VS

E. Rates

72

Approved Rates - All rates charged do not exceed those
approved by the Superintendent. These rates are verified
against the specific approved, service, quality, price or other
such criteria.

VS

Ranking Definitions

A. Major
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First Priority (A) conditions or practices create or have the potential to exert a significant

impairment to visitor or employee health and safety; park resources; visitor services or visitor

enjoyment; Concession Facilities or associated personal property.

B. Moderate

Second Priority (B) conditions or practices create or have the potential to exert a moderate
impairment to visitor or employee health and safety; park resources; visitor services or visitor

enjoyment; Concession Facilities or associated personal property.

C. Minor

Third Priority (C) conditions or practices create or have a potential to exert a minor impairment
to visitor or employee health and safety; park resources; visitor services or visitor enjoyment;
Concession Facilities or associated personal property.

Focus Area Acronyms

Primary Focus Area Abbreviation

Primary Focus Area

LS Life Safety/Health
RP Resource Protection
VS Visitor Satisfaction
cc Cleanliness/Condition
AL Accessibility/Legal

Requirements
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QUICK SERVICE DINING STANDARDS

Description - The primary focus of these facilities is to provide familiar foods served quickly
at an economical price. The overall style of service is grab and go or quick self-service.
Food is typically cooked in bulk in advance and kept hot, either on site, or prepared off-site
and wrapped and pre-packaged. Made to order meals are typically not provided and food
is usually ready to take away. This type of limited service outlet typically serves a more
transient guest, where the propensity to take out outweighs the tendency to dinein,
though limited seating may be provided. Guests generally walk to a counter or use a
drive-through window to give their order, and menu items are relatively simple to prepare.
If guests eat on-site, they typically seat themselves. A secondary staff role may include
bussing tables or refreshing drinks. These facilities typically serve from one to three or
possibly four (late-night) meals a day and most establishments do not offer alcoholic
beverages. The menu selection may be limited to a quick service outlet’s specialty—such
as: hamburgers, fried chicken, pizza or tacos - or provide basic sandwiches, salads etc.

FACILITY STANDARDS

A B,C
Ranking

Primary
Focus
Area

Standard
Number

A. Dining Facility — Exterior

Building Structure — Building exteriors are maintained in good
condition and in a state of good repair at all times. Exterior
surfaces are painted or treated to prevent deterioration.
Painted surfaces are free of peeling paint, soil, and obvious
cracks in masonry. Roofs are maintained with no missing tiles
or shingles. Gutters and downspouts are maintained and
cleaned to prevent overflow, especially at building entrances.
Rooftop ventilation and other systems are in good repair.

CcC

Landscaping/Grounds — Landscaping conforms to park
standards. Noxious weeds and invasive plants are removed in
coordination with the designated NPS integrated pest
management coordinator and in accordance with an approved
landscape plan. Grounds are continuously monitored to
remove debris and trash from exterior structure areas and
from shrubbery and landscaped areas. Appropriate drainage is
maintained to keep water from collecting against buildings.

CC
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Parking — Adequate parking space for automobiles, bicycles,
etc., are provided. The parking area is paved and well-marked
with stripes or other clearly visible method of designating
spaces. Accessible spaces are properly and prominently

3 designated, clean, and fee of refuse and obstructions. All B cC
parking areas, curbing, concrete bumpers, and driveways are
well-maintained and free of excessive cracking, crumbling,
holes, or unsightly repairs.

Pathways, Sidewalks, Ramps, Steps and Stairs — All pathways,
sidewalks, ramps, steps, and stairs are unobstructed and free
of debris, snow, and ice. These areas are free of excessive
cracking, crumbling, holes, or other tripping hazards, with
well-maintained hand railings.

Lighting/Illumination — All entrances, pathways, sidewalks,
steps, stairs, facades, and signage are adequately and
appropriately illuminated with architecturally well-positioned
lighting so guests can identify the building and safely navigate
toit. Lighting complies with NPS Night Sky requirements.
Down-lighting is preferred on tall structures or post lights.
Energy efficient bulbs are used in all fixtures, if feasible.

Public Signs — Public signs for which the concessioner is
responsible are appropriately located, accurate, attractive, and
well-maintained. Permanent signs are professionally designed
and produced, consistent with NPS standards, and appropriate
6 for the purpose they serve. The Superintendent has approved B VS
signs prior to installation. Temporary signs are computer-
generated, laminated, and professional in appearance.
Exterior neon signs are not permitted.

Site Utilities and Equipment — All service areas and equipment
such as above ground tanks and HVAC systems are adequately
7 marked and maintained in a neat and orderly manner. All C CcC
service areas are well-kept with litter and debris removed.

Garbage and Trash/Recycling/Composting — Trash containers
are conveniently located and available in sufficient quantities
to handle the needs of the site. Dumpster drain holes are
plugged to prevent liquids from draining onto the site. Waste
does not accumulate to the point that trash containers

8 overflow. Refuse is stored in covered, waterproof receptacles A RP
that comply with all relevant construction standards (such as
bear and wildlife proof). All market available recyclable
products are collected and recycled. Provided compost
collection areas are clean and orderly. Central refuse
collection sites are screened from public view.
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Loading Dock/Delivery Area — Loading docks and delivery
areas are clean, well-maintained, and well-screened from
public view with fencing or other material consistent with the
décor of the property. Delivery areas are clear of litter and
other debris.

CcC

10

Flags — Any national, state, or park flag displayed at an exterior
location near the main entrance is in good condition and
adheres to the display guidelines of the United States Flag
Code. Flags are a minimum size of 3’x 5’. Any lighted flag
display adheres to NPS Night Sky requirements.

VS

11

ADA Accessibility — Buildings and areas meet the
requirements of the Americans with Disabilities Act and all
other applicable laws related to accessibility.

AL

B. Dining Facility — Interior

12

Entrance Area — Entrance areas are clean and well-
maintained. Floors are clean and free of litter and stains.
Walls and ceilings are free of breaks and stains and have a
fresh appearance. Doors, windows, and screens are clean, in
good working condition, and sufficiently tight to prevent the
entry of rodents and insects.

CcC

13

Public Restroom — Restrooms are clean, free of litter, well-
illuminated, ventilated, and maintained. Restrooms are
equipped with hot and cold running water. Toilet bowls, sinks,
and urinals are clean, free of stains and in proper operating
condition. Toilet tissue, disposable towels, or air drying
devices, if provided, are available at all times. Soap is
provided, unless prohibited by park wildlife management
plans. Walls, floors, ceilings, mirrors, waste receptacles,
chairs, and other furnishings are clean and well-maintained.
Women's or unisex restrooms have a covered waste
receptacle in every stall for the disposal of feminine hygiene
products. The disposal containers are clean and emptied at
least daily. Baby changing areas are provided in both men's
and women's restrooms, unless a unisex restroom is

available. Quality of decorative finishes is commensurate with
the facility. A cleaning inspection log is maintained and posted
on the back of the access door noting time of cleaning
inspection and initialed by inspector. A sign indicating that
employees must wash hands before returning to work is
posted.

CcC
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14

Queuing Area — Guests have sufficient space to queue up in an
orderly, understandable pattern at the food ordering counters
or windows.

VS

15

Self-Service and Beverage Areas — Self-service beverage areas
are located in a location that does not hinder the efficient flow
of customers. Areas are clean and well-organized (cups, tops,

straws, etc.), function properly, and with sufficient capacity to

prevent extensive wait times.

VS

16

Dining/Seating Areas — Flooring is clean and free of litter and
stains. Walls and ceilings are free of breaks and stains and
have a fresh appearance. Walls and ceilings adjacent to air
vents are clear of dust. Windows are clean and intact. Chairs,
tables, booths, window coverings, and other furnishings are
clean, appropriate, and adequate for guests’ comfort.

VS

17

Public Signs and Menu Board — Interior public signs are
appropriately located, accurate, attractive, and well-
maintained. Permanent signage is professionally prepared,
consistent with NPS standards, appropriate for its intended
purpose, and approved by the Superintendent prior to
installation. Temporary signs (e.g. Specials board, chalk
boards) are professional in appearance. Menu boards are not
obstructed by any other signs or objects and are clearly visible
to customers.

VS

18

Emergency Lighting/Exit Lights/Emergency Exits — Exit lights
on permanent structures are on emergency circuits and in
operation at all times. Emergency exits in all areas of the
facility are adequately marked and unblocked.

LS

19

Fire Extinguishers — Accessible fire extinguishers suitable for
use on anticipated type of fires are located in each building,
visibly displayed, appropriately signed with proper, up-to-date
operating instructions, and visible inspection certificates or
tags.

LS

20

Fire Alarms and Pull Boxes — Fire alarms and pull boxes are
visible and accessible to guests and employees.

LS

21

Ventilation/Climate Control — Food and beverage seating
areas have functional, climate-control thermostats, are
properly ventilated, and free of unpleasant odors. Vent
coverings and adjacent areas of walls and/or ceilings are
cleaned regularly to prevent visible buildup. Temperature
levels in public areas are set for visitor comfort. Separate
temperature controls, set for employee comfort, are preferred
in food preparation areas.

VS
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C. Décor and Ambiance

22

Noise Level/Music/Entertainment — Background music
systems or intercom systemes, if provided, are maintained in
proper functioning order at all times. Recorded music, if
provided, is approved and appropriate for the facility and
played at a level so as not to disturb guests from adjoining
areas. Public area sound systems are not routinely used to
page guests, except for emergencies.

VS

23

lllumination — Sufficient energy-efficient lighting, including
recessed, spot, and flood lighting, are complementary to the
décor of the facility, integral to its theme, and adequate for
guest comfort. All light fixtures are clean, functional, and in
working condition.

VS

24

Furniture Arrangement and Condition — Tables are arranged
in a manner that allows for easy ingress and egress for guests.
Furniture is of basic quality, well-maintained, and stable.
Tables are non-tip or shimmed appropriately. Cardboard,
napkins, or other nonstandard shimming materials are not
acceptable. Highchairs and booster seats for children are
available upon request and are clean, in good working order,
and have appropriate safety restraints.

CC

25

Table Configuration and Sizing — The number and type of
tables (e.g. four-top, two-top) are sufficient for meeting typical
levels of demand and the typical range of group sizes.

VS

26

Self Service Equipment — Guest self-service equipment, such
as countertop refrigeration/freezer units, ice cream, coffee,
and juice/milk/soft drink dispensers must be clean and well-
maintained. A neat, clean, and well-organized beverage
station, and/or condiment organizer for lids, straws, utensils,
and other items are evident.

CcC

27

Promotion Boards/Specials — Promotion/specials boards, if
present, are clean, attractive, decorative, legible, and
thematically appropriate. Chalk promotion/specials boards
are acceptable if neatly presented.

VS

28

Trays — Trays, if provided, are clean, unspotted, and free of
chips and cracks.

VS

29

Tableware — Dishes and other tableware are
recyclable/compostable/bio-degradable. Styrofoam tableware
is not permitted. Items are not required to be washable or
reusable.

VS
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30

Drink ware — Drinking cups are recyclable/compostable/bio-
degradable. Styrofoam drink ware is not permitted. Items are
not required to be washable or reusable.

VS

31

Interpretive Messaging — A variety of interpretive messages is
used in a wide array of items, including receipts, menus, table
settings, and comment cards, and consistent with the
interpretive themes of the park. All interpretive messaging is
approved in advance by the Superintendent.

VS

32

Umbrellas and Outdoor Furniture — All outdoor furniture
and/or table umbrellas are designed for outdoor use, are
appropriate to the décor of the facility, and secured to the
ground in case of inclement weather. Adequate shading
and/or heating is provided when seasonally appropriate.

VS

33

Smoking Policy — No smoking is permitted inside the facility. If
smoking is permitted in outside seating areas, separate
smoking and non-smoking seating areas are available.
Ashtrays are provided. Used ashtrays are removed and fresh,
clean ashtrays provided after each use. All smoking and non-
smoking areas are clearly designated.

AL

D. Public Health and Food Preparation Areas

34

Hand Washing — Staff hand washing facilities are provided and
maintained with hot and cold running water, soap, and towels
or hot air drying mechanism(s). The concessioner posts hand-
washing signage (e.g. “Employees Must Wash Hands Before
Returning to Work”) and enforces hand washing for all food
services staff.

LS

35

Cleanliness — Food preparation areas are kept clean and
orderly. A program of routine and continuous cleaning is
established to ensure cleanliness of food preparation areas
including areas beneath counters, grills, stoves, refrigerators,
and other kitchen equipment. Food preparation areas do not
contain noticeable presence of insects, rodents, or other
animals.

LS

36

Food Preparation Counters — All food preparation counters
facing the public (e.g., sandwich making line) have in place a
clean display guard.

LS
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37

Food Storage — Foods are properly stored at adequate
temperatures. Meats and other potentially hazardous foods
are not thawed at room temperatures but within refrigeration
units or under cold, running water, or are cooked frozen. Food
is appropriately labeled and dated and properly covered
and/or wrapped.

LS

38

Cleaning Supplies and Equipment — Cleaning supplies and
other equipment are properly marked and safely stored.
Cleaning supplies and other chemicals are not stored above
food/drink products or food/drink contact areas.

LS

39

Cooking/Refrigeration Equipment and Walk-Ins — All
equipment used to serve, cook, or store food is clean and well-
maintained. All equipment lighting and dials function
properly. Each refrigeration unit features at least one fixed or
interior thermometer that is conspicuous and accurate to
within 3° F.

LS

40

Beverage Equipment — Beverage-dispensing lines and
equipment are flushed out regularly and appropriately treated
to eliminate lime buildup. A log documenting the dates of
beverage line flushing and treatment is kept and provided to
the NPS upon request.

CcC

41

Ware Washing Sinks — All three-compartment ware-washing
sinks are sized to hold at least 50% of the items being washed
and are arranged to wash with warm soapy water, clean water
rinse, and sanitizer solution. Testing equipment and materials
used to adequately measure the applicable sanitization
method is produced upon NPS request.

LS

42

Grease Traps/Grill Hoods — Grease traps and grill hoods are
inspected monthly and cleaned on an appropriate frequency
based on use. Fire suppression systems on grill hoods are
tested according to local fire regulations and have visible
inspection certificates and/or tags. Cleaning logs are kept up-
to-date and must be available on site.

LS

43

First Aid Kit — A standard, 24-unit first aid kit is available and
readily accessible for emergency use. First aid kits are stored
away from food or food contact areas. First aid kits remain
fully stocked and do not contain contents that are out-of-date
per manufacturer label.

LS

44

Employment Regulations — Employment regulation signs (e.g.
OSHA job safety and health posters) are prominently displayed
in a high-traffic employee area.

AL
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45

Certificates — Current health and food safety inspection
certificate are prominently displayed in a manner visible to the
public.

AL

OPERATIONAL STANDARDS

A. Service

46

Hours of Operation — All facilities and services are operated in
accordance with the specified and posted hours of operation.
Hours of operation are prominently displayed at each facility
in a high-traffic area and posted in such manner as to be easily
visible to the public.

VS

47

Customer Service — Customers are greeted warmly with a
smile and eye contact by line servers and/or counter staff.
Each customer is thanked upon payment/departure.

VS

48

Order Management - An appropriate order management
system is instituted whereby customers will know when their
orders are completed and ready for pick-up.

VS

49

Food Delivery — Any made-to-order food is prepared and
served in a timely, organized, and complete fashion.

VS

50

Bus Service — Easily identifiable receptacles are provided in
sufficient quantities for guests to properly dispose of
tableware, silverware, recyclables, and trash. A sufficient
number of roaming bus staff is present to clean tables, chairs,
and floors after each seating.

VS

51

Point of Sale Payment Stations — Sufficient numbers of point
of sale stations are staffed and available to prevent undue wait
for payment of food and beverage items. Pay areas are clean
and free of food crumbs, spills, and other trash.

VS

52

Payment Methods — The concessioner honors credit cards to
include, but not limited, to MasterCard, Visa, American
Express, and Discover. Debit cards and other forms of
payment including but not limited to travelers’ checks,
personal checks, and gift cards may be accepted at its
discretion or at the direction of the Service.

VS

53

Seating Capacity — Local fire regulations regarding seating
capacities and notification requirements are adhered to.

AL
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54

Outside Dining — Tables are cleared promptly after guests’
departure to prevent the attraction of animals or pests. Trash
receptacles are regularly emptied and food or drink spills are
promptly cleaned to prevent the attraction of wildlife. If
required, signage regarding wildlife feeding prohibitions is
conspicuously posted.

RP

55

Refilling and Cleaning of Table Items —Self -service items and
areas are checked, restocked and cleaned at a minimum
between service periods, or more frequently as required.

VS

56

Seating Area — Floors are swept, mopped, or vacuumed
regularly, and spills cleaned immediately.

CC

B. Food/Appetizers/Beverages

57

Presentation — Prepared food is neatly wrapped and
presented. Food is free of discoloration. Food is packaged in
recyclable or compostable material. Styrofoam packaging is
not permitted.

VS

58

Temperature — Grab-and-go food is be stored and served at
appropriate temperatures.

VS

59

Menu Item Availability — Items listed on the menu board(s)
are available during the entire serving period. Menus include
items for diet and health-conscious customers. A separate
children's menu is provided upon request.

VS

60

Merchandising Racks — Any provided merchandising racks are
neat, clean, fully stocked, and located near the cash register
for customer convenience.

VS

61

Prepared to Order — Sandwiches and salads are prepared to
order based on customer selections or menu board items.

VS

62

Self-Services — Self guest services including soft drink and ice
cream services, if available, are furnished with the appropriate
amount and type of items.

VS

63

Condiments — Condiments are provided in locations that do
not impede the speed of service; condiment areas are clean,
clearly marked, and easily identifiable. Condiments are
maintained at appropriate temperatures and replenished as
necessary.

VS
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64

Ice Machine A functioning ice machine is available to dispense
ice that is tasteless, odorless, and free of foreign particles.

VS

65

Core Menu All establishments offer a core menu.

AL

C. Beverages

66

Presentation — Hot and cold beverages are served in the types
of containers typically used in the food and beverage industry.
Styrofoam cups and other containers are not permitted.
Guests have access to straws, coffee stirrers, and lids that fit
the size(s) of hot and cold cup available. Soda dispensing
machines function properly and all listed flavors are available.
The area is free of crumbs and clutter; spills at the beverage
station are cleaned immediately.

VS

67

Menu Item Availability At least one diet and one non-
carbonated drink are provided.

VS

68

Liquor Laws — All applicable Federal, state, and local laws
concerning liquor sales and service are observed. The
concessioner discreetly verifies the age of any guest who
appears to be fewer than 10 years older than the legally
established drinking age. Packaged alcohol sales are not
permitted. Any purchased alcoholic beverage(s) are
consumed onsite.

AL

D. Personnel

69

Staffing Levels — All food and beverage services are properly
staffed so as to prevent undue delays in service. In
determining what constitutes undue delay, the consideration
is given to the kinds and types of services rendered, and which
situations or conditions are beyond the concessioner’s control
(e.g. unanticipated influxes of guests, facility or equipment
breakdowns, or sudden weather changes). The
reasonableness of the delay, based on the above is the
determining factor. Counter staff proactively informs guests
of any anticipated delays and promptly explains any
unanticipated delays.

VS

70

Employee Attitude — Each employee projects a friendly,
hospitable, helpful, positive attitude and is capable and willing
to answer guests' questions (about both job and general park
information). Additionally, employees are proactive in solving
guest issues, ensuring guest satisfaction, and anticipating
guests’ needs.

VS
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71

Employee Appearance — Each employee wears a uniform or
name tag identifying them as a concession employee. The
uniform is commensurate with the type of service provided.
Employees present a neat, clean and otherwise attractive
professional appearance.

VS

72

Employee Training Programs — An active training program for
all employees for the development of necessary skills and
techniques is provided for all employees. These sessions
stress work performance and, as appropriate to the position,
also includes technical training for specific equipment, first aid,
AED, fire and life safety (e.g. CPR and Heimlich maneuver),
alcoholic beverages, product and service presentation,
cleanliness, employee attitudes, NPS philosophy and policy
and any other training requirements. Performance is
indicative of good training.

VS

73

Management Availability — A manager and/or other key
personnel is available in the food service facility during all
operating hours, and, if required, is food-safety certified by an
appropriate state or nationally accredited training program.

VS

74

Staff Meal Hours — Employee meal and coffee breaks do not
interfere with serving the public. A specific employee break
area is designated, which may be located within the public
dining area, provided that the break area is discreet and is
located away from the public seating area.

VS

E. Rates

75

Approved Rates — All rates charged do not exceed those
approved by the Superintendent. These rates are verified
against the specific approved, service, quality, price or other
such criteria.

VS

Ranking Definitions

A. Major

First Priority (A) conditions or practices create or have the potential to exert a significant

impairment to visitor or employee health and safety; park resources; visitor services or visitor

enjoyment; Concession Facilities or associated personal property.

B. Moderate

Second Priority (B) conditions or practices create or have the potential to exert a moderate
impairment to visitor or employee health and safety; park resources; visitor services or visitor

enjoyment; Concession Facilities or associated personal property.
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C. Minor

Third Priority (C) conditions or practices create or have a potential to exert a minor impairment
to visitor or employee health and safety; park resources; visitor services or visitor enjoyment;
Concession Facilities or associated personal property.

Focus Area Acronyms

Primary Focus Area Abbreviation

Primary Focus Area

LS Life Safety/Health
RP Resource Protection
VS Visitor Satisfaction
cc Cleanliness/Condition
AL Accessibility/Legal

Requirements
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SOUVENIR, GIFTS AND RECREATION SPECIALTY STORE

Description - The focus of the souvenir, gift and recreation specialty stores is to sell souvenirs and
general merchandise, often to simply provide evidence that the consumer has visited that location; or,
may specialize their merchandise to predominately one activity. Gift and souvenir items may include
specialty food, handicrafts, and thematic merchandise, (coffee mugs, stuffed animals, t-shirts, and
postcards). Recreation specialty outlets typically focus on the sale of merchandise for a particular
activity (golf, mountaineering, camping) and may also rent equipment associated with that activity.

FACILITY STANDARDS

A,B,C
Ranking

Primary
Focus
Area

Standard
Number

A. Retail Facility - Exterior

Building Structure - Building exteriors are maintained in good
condition and in a good state of repair at all times. Exterior surfaces
are painted or treated to protect against deterioration. Painted
surfaces are free of peeling paint, soil, and obvious cracks in
masonry, and present an attractive appearance. Roofs are
maintained with no missing tiles or shingles. Gutters and
downspouts are maintained and cleaned to prevent overflow,
especially at building entrances. Rooftop ventilation and other
systems are in good repair.

CcC

Landscaping/Grounds- - Landscaping conforms to park standards.
Noxious weeds and invasive plants are removed in coordination
with the designated NPS integrated pest management coordinator
and in accordance with an approved landscape plan. Grounds are
continuously monitored to remove debris and trash from exterior
structure areas and from shrubbery and planted areas. Appropriate
drainage is maintained to keep water from collecting against
buildings.

cC

Parking - Adequate parking spaces for automobiles, bicycles, etc.,
are provided. The parking area is paved and well-marked with
stripes or other clearly visible method of designating spaces.
Accessible spaces are prominently designated, clean, and free of
refuse and obstructions. All parking areas, curbing, concrete
bumpers, and driveways are well-maintained and free of excessive
cracking, crumbling, holes, or unsightly repairs.

cC
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Pathways, Sidewalks, Ramps, Steps, and Stairs - All pathways,
sidewalks, ramps, steps and stairs are unobstructed and free of
debris, obstructions, snow, and ice. These surfaces are maintained
in good repair, free of excessive cracking, crumbling, holes, or
tripping hazards, with well-maintained hand railings.

Lighting/lllumination - Architecturally appropriate lighting is
provided and maintained to indicate the entrance to the property
and illuminate facades or signage so that guests can identify the
building and safely navigate to it. Lighting is consistent with the
NPS Night Sky requirements. Down-lighting is preferred on tall
structures or post lights. Energy efficient bulbs are used in all
fixtures, if feasible.

Public Signs - Public signs for which the concessioner is responsible
are appropriately located, accurate, attractive and well-maintained.
Permanent signs are professionally designed and produced,
consistent with NPS standards, and appropriate for the purpose

6 they serve and approved by the Superintendent prior to B VS
installation. Temporary signs are computer-generated, laminated
and professional in appearance. Exterior windows are not impeded
by signs in windows or other obstructions.

Site Utilities and Equipment - All service areas and equipment such
as above ground tanks and HVAC systems are adequately marked

7 and maintained in a neat and orderly manner. All service areas are C cC
well-kept with litter and debris removed.

Garbage and Trash/Recycling/Composting - Trash containers are
conveniently located and in sufficient quantity to handle the needs
of the site. Dumpster drain holes are plugged to keep liquids from
draining onto the site. Waste does not accumulate in trash
containers to the point of overflowing. Refuse is stored in covered,
waterproof receptacles which comply with all relevant construction
standards (such as bear and wildlife proof), as specified by the
National Park Service. All market available recyclable products are
collected and recycled. Provided compost collection areas are
clean and orderly. Central refuse collection sites are screened from
public view.

Loading Docks/Delivery Area - Loading docks and delivery areas are
clean, well-maintained and well screened from public view with

9 fencing or other material consistent with the décor of the property. C cC
Fences and walls are cleared of overgrowth.
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Flags - Any national, state, or park flag displayed at an exterior location
near the main entrance to the facility is in good condition and adheres to
the display guidelines of the United States Flag Code. Flags are a minimum
size of 3'x 5’. Any lighted flag display after dark adheres to NPS Night Sky
requirements.

10

ADA Accessibility — Buildings and areas meet the requirements of

the Americans with Disabilities Act and all other applicable laws
11 . A AL
related to accessibility.

B. Retail Facility - Interior

Entrance Area - Store entrance and waiting areas are clean and

well-maintained. Entrance area flooring is mopped or swept and
12 cobwebs removed from walls and ceilings. Any benches, tables and B ccC
other furnishings are clean and well-maintained.

Storefront Windows, Doors, Floors, and Screens - Windows are
clean and free of smudges and/or fingerprints. Window sills are in
good condition. Appropriate, professional looking displays
highlighting key merchandise and/or promotions are displayed. All
promotions are current. Windows are uncluttered. Floors are
clean, free of litter, and stains. Walls and ceilings are free of cracks
and stains with a fresh appearance. Doors, windows, and screens
are clean, in good working condition, and sufficiently tight to
preclude the entry of rodents and insects.

13

Aisles - Shopping aisles are uncluttered and not crowded with
merchandise. The retail outlet has an uncluttered appearance.
Opened and unopened boxed merchandise does not impede guest
or employee safety. Retail sales floor is not be used for storage of
merchandise.

14

Public Restroom - Restrooms are clean, free of litter, well-
illuminated, ventilated, and maintained. Restrooms are equipped
with hot and cold running water, if available, or waterless hand
cleaner provided. Toilet bowls, sinks and urinals are clean, free of
stains and in proper operating condition. Toilet tissue, disposable
towels, or air drying devices, if provided, are available at all

times. Soap is provided, unless prohibited by park wildlife
management plans. Walls, floors, ceilings, mirrors, waste
receptacles, chairs and other furnishings are clean and well-
maintained. Women's or unisex restrooms have a covered waste
receptacle in every stall for the disposal of feminine hygiene
products. The disposal containers are clean and emptied at least
daily. Baby changing areas are provided in both men's and women's
restrooms, unless a unisex restroom is available. Quality of
decorative finishes is commensurate with the facility. A cleaning
inspection log is maintained and posted on the back of the access

15
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door noting time of cleaning inspection and initialed by inspector.

Changing Rooms - Any dedicated changing room area used for
visitors to try on apparel is equipped with operable doors, curtains
or other devices to ensure guest privacy. Well-maintained and

16 clean mirrors, hooks and appropriate seating are provided. B VS
Changing rooms are routinely checked for cleanliness and other
left-behind merchandise. Carpeted changing rooms are preferred.

Public Signs - Interior public signs for which the concessioner is
responsible are appropriately located, accurate, attractive, and
well-maintained. Permanent signs are professionally designed and
produced, consistent with NPS standards, and appropriate for the
purpose they serve. The Superintendent has approved signs prior to
17 installation. Temporary signs are computer-generated, framed or B VS
laminated, and professional in appearance. Handwritten signs
within assigned areas are not used unless the Service approves
exceptions. Signage is neat and tidy, and does not create a
cluttered or untidy look.

lllumination - Sufficient energy-efficient lighting, including
recessed, spot and flood lighting, are adequate and appropriate,
complementary to the décor and overall merchandising strategy of
18 the facility, and adequate for the display of retail goods. All light B VS
fixtures are clean, functional and in working condition with no
burned out bulbs.

Ventilation/Climate Control/Temperature - Public spaces are

adequately ventilated with working climate control thermostats or
19 other methods used to heat public spaces. Public spaces are B VS
maintained at a temperature consistent with guest comfort.

Drinking Fountains — Any provided water fountains are clean and in
20 good working condition. B CcC

Noise/Music Level - Background music systems or intercom
systemes, if provided, are maintained in proper functioning order at
21 all times. Recorded music, if provided, is played at a level so as not C VS
to disturb guests in adjoining areas. Except for emergencies, public
area sound systems are not used to page guests.

Storage Areas - Storage areas within view of the public are clean
22 and neat with appropriate signage. c CcC
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Displays and Interactive Display Areas -Professionally
manufactured equipment, complementary to the merchandising
strategy of the store may be used to display merchandise. Hanging
or displaying of a variety of merchandise from rafters, ceilings
ropes, chains, over windows, in doorways or in the aisles, etc., is
23 not acceptable, unless typically displayed in that manner in the B cC
retail industry. All CD/Music/Video displays are in working
condition, or appropriate signage indicates any "out-of-service"
displays. Any out of service units are repaired within a reasonable
period of time, or removed from the sales floor.

Merchandise Shelving - Shelving and other display fixtures are
complementary to the merchandising strategy of the retail outlet.
Shelving is of high quality, of good appearance and taste, and

24 suitably finished for the décor to include rustic in appearance, if B cc
appropriate. Shelves are well-maintained, free of dust and
fingerprints, and easily cleaned and maintained.

Merchandise Carts and Shopping Baskets -A sufficient number of
wheeled shopping carts and/or shopping baskets or bags used by
25 visitors to assemble purchases are provided during all operating B Vs
seasons. Carts or baskets are clean, well-maintained, and stored in
a manner so as to not block aisles.

Security Cameras - Any security cameras used in the operation are
26 discrete and professionally mounted. C LS

C. Retail Safety
Emergency Lighting/Exit Lights/Emergency Exits - Exit lights on
permanent structures are on emergency circuits and in operation at

27 all times. Emergency exits in all areas of the facility are adequately A LS
marked and unblocked.
28 Fire Alarms and Pull Boxes - Fire alarms and pull boxes are visible A LS

and accessible to guests and employees.

Fire Extinguishers - Accessible fire extinguishers suitable for use on
all anticipated types of fires are appropriately located, visibly

29 displayed, signed with proper, up-to-date operating instructions A LS
and visible inspection certificates or tags.
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30

Shelving and Display Safety - Products that can present safety or
security concerns for guests (especially young children) are stored
or displayed in areas not within easy guest reach, or are easily
monitored or controlled by a concessioner employee. Glass
shelving has rounded edges in areas of visitor contact. Products
displays are securely fastened and displays are not top-heavy.
Merchandise items stored on high shelves have appropriate staff
assistance signage displayed.

LS

OPERATIONAL STANDARDS

A. Merchandise

Merchandise Selection

31

General Merchandise - Items offered for sale shall reflect the park
themes or general parameters identified by the park or
concessioner's Merchandise Plan. Merchandise must be available
at a range of prices. General souvenir and gift stores provide park
guests with a wide price range of thematic merchandise, which may
include authentic handicrafts, apparel, specialty gifts, jewelry,
publications, and other souvenirs. Inexpensive collectibles, such as
cups, glassware, spoons, caps, etc. along with clothing and
children's merchandise that have a relationship with park themes,
should also be offered for sale. Specialized retail outlets (e.g.
climbing, skiing, golf, and camping) sell merchandise consistent
with the intent of the retail outlet but still provide suitable
merchandise at a range of price points. Regardless of the store
type, the concessioner will actively seek and prominently display
environmentally preferable merchandise such as those made with
recycled content or using less toxic materials such as paper
products and clothing. Printed/paper items (e.g. cards) should use
recycled content wherever possible.

VS

32

Merchandise Condition - All merchandise neatly displayed,
undamaged, rotated on a regular basis, and checked for cleanliness.
Shopworn merchandise removed or discounted, and clearly labeled
if still appropriate for sale.

cC

33

Authentic Native American Handcrafts - An active program to
purchase and prominently display authentic Native American
handicraft items representing Area and regional themes, including
crafts by local and Native American artists shall be undertaken in
accordance with the operating or merchandise plan.

AL
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34

Foreign Imports - American manufactured items are preferred over
imported items. Foreign imports are permitted if United States
manufactured merchandise is unavailable for a merchandise
category. Foreign imports should not be available in such quantity
as to exclude other American manufactured merchandise.

VS

35

Animal Skins - Animal skins, fabricated into such items as leather
gloves, skirts, or jackets, mukluks, etc., are sold provided they are
obtained from legally authorized sources and not derived from
threatened and/or endangered species.

VS

36

Other Acceptable Merchandise - The sales of outdated
merchandise such as film and other items where spoilage is not a
problem may be sold at a discount rate, provided they are properly
labeled as being outdated, and displayed separately from
merchandise which has not exceeded the manufacturers "Do not
sell after" date. Clearance items are not sold past the sell-by date
or if these would pose a health hazard.

Vs

37

Unacceptable Merchandise - The sale of the following items are
not permitted:
-all articles that people with normal sensitivity might consider
obscene, sexually oriented, suggestive, indecent, blasphemous,
profane or vulgar or that ridicule established institutions,
persons or customs, unless permitted by Park management
-toy firearms, slingshots, paintball guns, etc.
-animal skins or parts of animals obtained illegally or from
threatened or endangered species. (These items also may not
be incorporated into merchandise or used in displays.)
-lead-containing artificial bait, live bait or fishing lures
-Styrofoam coolers or flatware
-items mislabeled as to character or origin, or otherwise
misrepresented
-merchandise which is harmful or hazardous
-any merchandise prohibited by law, regulation, special
directive or policy or that is contrary to the park's mission
-merchandise that is subject to spoilage and has exceeded the
producer's expiration date.

VS

38

Plant and Seed Sales - Plant material and seeds of any origin are
not available for sale, unless permitted in the park’s Gift Shop
Mission Statement or by the Park Superintendent.

VS

39

Internet Sales - Any merchandise sales conducted over the Internet
by the Concessioner are governed in accordance with the Operating
Plan and park’s Gift Shop Mission Statement.

VS
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40

Alcohol Sales — When alcohol is sold, all applicable Federal, State
and local laws concerning liquor service, sales and consumption
observed. Guests asked appropriately for age identification. A
uniform carding policy instituted and applied. There is a clear
indication as to the policy of off-site consumption.

AL

Labeling and Display

41

General Merchandise Labeling - All merchandise is properly tagged
as to selling price and point of origin, as available. Use of bar-code
tags, stickers, grease pencils, stringed price tags, or other park
approved methods are acceptable. Identical items may be marked
by display area, rather than on each item. Items are clearly labeled
for any mark-down or discount that will be applied.

VS

42

Handcraft Labeling and Display and Authentic Native American
Handcraft Certification of Authenticity - Authentic
Indian/Eskimo/Hawaiian/American Samoan handcrafts are labeled
as “Authentic Native American Handcraft” and come with a
certificate of authenticity. Handcrafted items that are not
“Authentic Native American” are labeled as handcrafts and/or
handmade and can be identified by display as well as by item label.
The authenticity of each item is clearly stated, so as to distinguish it
from commercial or machine-made
Indian/Eskimo/Hawaiian/American Samoan style merchandise.
Intermingling of other items of different origin is not permissible.
Additionally, artists, producers or associations of producers of
genuine handcraft articles must certify in writing to the
concessioner that their products are produced according to
authorized production standards. Such handcraft items shall be
physically separated from manufactured facsimiles, from novelty
items, from foreign imports, etc., to reduce purchaser confusion.
Handcraft merchandise shall be clearly visible to attract guests and
promote sales.

AL

43

General Merchandise Labeling for Natural Products - Merchandise
made from natural products approved for sale or exhibit shall be
labeled to indicate that the product was obtained from legally
authorized sources outside of the park and not from rare,
threatened, or endangered species. Merchandise shall be
consistent with conservation and preservation of natural resources.
The proposed sale of any replicas, or of geological merchandise,
must be addressed in the Gift Shop’s Merchandise Plan.

VS
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44

Foreign Product Labeling - Foreign imports must be properly
labeled to indicate the origin of manufacture. Pricing labels shall
not conceal the foreign point of origin or other identification. If
merchandise is manufactured in multiple countries, the label
should indicate product manufactured in multiple countries.

VS

45

General Merchandise Labeling — Animal Skins - Merchandise
fabricated from animal skins must be labeled to indicate that skins
were obtained from legally authorized sources and are not from
threatened and/or endangered species. The manufacturer of such
merchandise must certify in writing to the concessioner that their
products meet these requirements.

VS

46

Handcraft Labeling and Display — Park Themes - Items of
interpretive value and general value in natural and cultural
education will be prominently displayed. Wherever possible and
appropriate, the concessioner will attach informational tags or shelf
signs to the sales items to show the item’s relationship to Area
themes.

VS

47

General Merchandise Labeling — Employee and Local Residents
Convenience Products - Merchandise sold primarily for employee
or local residents' convenience such as school supplies, hardware or
tools and cleaning supplies will be sold at the discretion of the
Superintendent. If possible, this merchandise will be displayed less
prominently.

Vs

B. Service

48

Hours of Operation - All facilities and services are operated in

accordance with the specified and posted hours of operation.
Hours of operation are prominently displayed at each facility and
posted in such a manner as to be easily visible to the public.

VS

49

Checkout Areas - Checkout areas are clearly marked and visible.
Checkout areas are designed and maintained in such a manner to
allow for free-flowing visitor traffic. Special attention is made for
the appropriateness of merchandise displayed near checkout areas.
An electronic Point of Sale (POS) system is utilized to provide for
timely and accurate checkout services and to support the reporting
requirements outlined in the operating plan. Checkout services are
timely and not burdensome to park guests.

'S

50

Cash Desk - The cash desk area shall be free of employee personal
belongings and/or sensitive information or documentation (e.g.
guest credit card slips).

VS
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51

Lost and Found — Any and all items found are logged and turned

into a designated secure location. Lost and found articles are
dated, secured and stored. Records are maintained and procedures
established to ensure prompt, accurate response to guest inquiries
concerning lost articles.

VS

52

Return/Exchange Policies - A return and exchange policy relating to
returns, restocking fees, time after purchase, and type of
merchandise is approved by the Superintendent. A notice stating
the policy is displayed in an area near the cash register.

'S

53

Payment Methods - The concessioner honors credit cards to
include, but not limited to, MasterCard, Visa, American Express,
and Discover. The concessioner may accept debit cards and other
types of payment methods including but not limited to travelers’
checks, personal visitor checks and gift cards at its discretion or at
the direction of the Service.

Vs

54

Sales Verification - Sales are accurately and legibly recorded.
Receipts are given for all purchases.

VS

55

Shopping Bag Reuse - The concessioner can institute a bag-on-
request or bag reuse program as a waste reduction measure.
Environmentally preferred bags (e.g. paper, compostable plastic)
are used.

VS

C. Inventory Management

56

Deliveries - To the extent possible, delivery trucks and delivery
times do not interfere with business operations during peak visitor
times of day. Delivery locations are non-public areas of the facility
to the extent possible.

VS

57

Inventory Management/Tracking - An inventory management
system is in place to keep accurate records of inventory in stock,
beginning and ending inventory records to maximize sales per
square foot within merchandise guidelines. The inventory
management system is managed to sustain a sufficient level of
inventory so merchandise does not run out of essential items, as
defined in the Operating Plan and park's Gift Shop Mission
Statement. Concessioners are permitted to promote end-of-season
discounting to reduce excess merchandise.

VS

58

Authentic Native American Handcraft Records - Adequate records
are kept to verify the adjustments made to gross receipts related to
the sale of authentic Native American handcrafts. A single
electronic POS system with designated SKUs for these items is
preferred, but an alternative system (e.g. separate cash register)

AL

NPS Souvenirs, Gifts, Recreational Specialty Retail Standards, 2014

Page 10





may also be used. The concessioner maintains and provides for
review, upon the request of the Service, certification of authenticity
of all handcrafts for which an exception to franchise fee is claimed.
The concessioner must submit procedures to meet this
requirement upon request of the Service.

Off-site Sales/Internet Records Management - A tracking system is
maintained to account for revenues from off-site sales (internet,

. C VS
>9 catalog, mail order).

Loss Prevention - An appropriate loss prevention policy is

developed and implemented that does not cause unnecessary

inconvenience to guests. Concessioners may use appropriate
60 8 y pprop B VS

tagging mechanisms or devices (security tags, retail security
doorway towers) for high value or apparel items.

D. Personnel

Staffing Levels - All facilities and services are properly staffed so as
to prevent undue delays. In determining what constitutes undue
delay, consideration is given to the kinds and types of service
rendered, and situations or conditions beyond the control of the
61 concessioner such as unanticipated influxes of visitors, facility or A VS
equipment breakdowns or sudden weather changes. The
reasonableness of the delay, based on the above, is the
determining factor.

Employee Attitude - Each employee projects a friendly, hospitable,
helpful, positive attitude and capable and willing to answer visitors'

62 questions (about both job and general park information). A Vs
Employee Appearance - Each employee wears a uniform or name
tag identifying them as a concession employee. The uniform is

63 commensurate with the type of service provided. Employees A VS

present a neat, clean and otherwise attractive professional
appearance.

Employee Training Programs - An active training program for the
development of the necessary skills and techniques is provided for
all employees. These sessions stress work performance and, as
appropriate to the position, also include technical training for

64 specific equipment, first aid, AED, fire and life safety, product and A VS
service presentation, cleanliness, employee attitudes, NPS
philosophy and policy and any other training requirements.
Performance is indicative of good training.
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E. Rates

Approved Rates — All rates charged do not exceed those approved
by the Superintendent. These rates are verified against the specific
approved, service, quality, price or other such criteria.

65

Ranking Definitions

A. Major

First Priority (A) conditions or practices create or have the potential to exert a significant
impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

B. Moderate

Second Priority (B) conditions or practices create or have the potential to exert a moderate
impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

C. Minor

Third Priority (C) conditions or practices create or have a potential to exert a minor impairment
to visitor or employee health and safety; park resources; visitor services or visitor enjoyment;
Concession Facilities or associated personal property.

Focus Area Acronyms

Primary Focus Area Abbreviation Primary Focus Area
LS Life Safety/Health
RP Resource Protection
VS Visitor Satisfaction
cc Cleanliness/Condition
AL Accessibility/Legal
Requirements
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RUSTIC LODGING STANDARDS

General - Consists of establishments that provide very simple
accommodations. The classification includes broad range of
facilities from huts and dormitories to canvas tents. Facilities have
very limited improvements. The most basic accommodations in this
classification are differentiated from camping in that a structure is
provided. The Accommodations may be easily assessable or
require guests to hike on foot or other means to get to the facilities.

Public Spaces - Typically not found in these establishments. A
dedicated central area may be provided with limited room area and
sparse furnishings.

Rooms - The overall appearance and feel of the space is simple.
Electricity and water may not be provided and heating may be via
wood burning stove or other fuel type. Rooms may be equipped
with a small kitchen area where guests provide their own food, or
central eating facilities may be available. Basic bed structures are
typically provided. Linens and bedding may or may not be
provided.

Bathrooms - Individual bathrooms are unusual; typically bathrooms
are shared or centrally located. Bathrooms are utilitarian with few,
if any decorative elements.

A B.C Primary
FACILITY STANDARDS e Fomas
Area
Standard . .
Number A. Facility Exterior

Building Structure - Building exteriors are maintained in good
condition and in a good state of repair at all times. Exterior
surfaces are painted or treated to protect against deterioration.
Painted surfaces are free of peeling paint, soil and obvious cracks in
masonry, and present an attractive appearance. Roofs are

1 maintained with few, if any missing tiles or shingles. Gutters and B cC
downspouts are maintained and cleaned to prevent overflow,
especially at building entrances. Rooftop ventilation and other
systems are in good repair. Canvas structures, if present, are clean
and unstained, free of holes or tears, and adequately attached to
frames. Any patches are kept to a minimum.
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Landscaping/Grounds - Landscaping conforms to park standards.
Noxious weeds and invasive plants are removed in coordination
with the designated NPS integrated pest management coordinator
and in accordance with an approved landscape plan. Grounds are
continuously monitored to remove debris and trash from exterior
structure areas and from shrubbery and planted areas. Appropriate
2 drainage is maintained to keep water from collecting against B ccC
buildings. Tables, grills and fire containing devices, if provided, are
free of vandalism and/or graffiti and repaired as necessary to
assure proper function. Outdoor furnishings such as fire pits are
situated in an appropriate location and arrangement (e.g. out of the
path of travel).

Parking - Parking areas and spaces, if provided, are adequate for
automobiles, bicycles etc. The parking area is paved and well-
marked with stripes or other clearly visibly method of designating
spaces. Accessible spaces are prominently designated and be clean
and free of refuse and obstructions. All parking areas, curbing,
concrete bumpers and driveways are in a good state of repair and
free of excessive cracking, crumbling, holes or unsightly repairs.

Pathways, Sidewalks, Ramps, Steps and Stairs - All pathways,
sidewalks, ramps, steps and stairs are kept clear of debris,
obstructions, snow and ice. These surfaces are maintained in a
good state of repair, free of excessive cracking, crumbling, holes or
tripping hazards with well-maintained hand railings installed.

Lighting/lllumination - Minimal lighting provided which highlights
signage, pathways, sidewalks, ramps, steps, stairs, and parking
areas. Any lighting provided is fully functional and consistent with
NPS Night Sky requirements. Down-lighting is preferred on tall
structures, or post lights. Energy efficient bulbs are used in all
fixtures, if feasible.

Public Signs - Public signs for which the concessioner is responsible
are appropriately located, accurate, attractive and well-maintained.
Permanent signs are professionally designed and produced,
consistent with NPS standards, and appropriate for the purpose
they serve. The Superintendent has approved signs prior to
installation. Temporary signs are computer-generated, framed or
laminated, and professional in appearance.

Entrance/Porte Cochere - Entrance to the property is clearly
identified and driveways unobscured so that incoming guests can
readily locate the front office or registration areas. Driveway areas
with obstructed views are clearly marked with slow driving
cautionary signage.
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Site Utilities, Equipment and Delivery Area - All service areas and
equipment such as above ground tanks and HVAC systems are

8 adequately marked and maintained in a neat and orderly manner. C cC
All service areas are well-kept with litter and debris removed.

Garbage and Trash/Recycling/Composting - Trash containers are
conveniently located and in sufficient quantity to handle the needs
of the site. Dumpster drain holes are plugged to keep liquids from
draining onto the site. Waste does not accumulate in trash
containers to the point of overflowing. Refuse is stored in
receptacles which are covered, waterproof, and which comply with
all relevant construction standards (such as bear and wildlife proof),
as specified by the National Park Service. All market available
recyclable products are collected and recycled. Provided compost
collection areas are clean and orderly. Central refuse collection
sites are screened from public view.

Fences and Walls - All fences and walls are kept free of vegetative
10 overgrowth and well maintained. C cC

Flags - Any national, state, or park flag displayed at an exterior
location near the main entrance is in good condition and adheres to
the display guidelines of the United States Flag Code. Flags are a
minimum size of 3'’x 5’. Any lighted flag display adheres to NPS
Night Sky requirements.

11

ADA Accessibility — Buildings and areas meet the requirements of
the Americans with Disabilities Act and all other applicable laws
related to accessibility.

12

B. Public Areas — Interior

Lobby and Registration Area -A separate registration area, if
present, is clean and well maintained. Room elements are color
coordinated. Any chairs, lamps, tables, draperies and other
furnishings are functional and adequate for the visitors' comfort.
Vinyl floor coverings are clean, waxed or buffed, free of cracks,
chips and worn places. Flooring is clean and waxed or otherwise
13 sealed. Carpeting is clean, reasonably free of stains and be in good B cC
repair. Walls and ceilings are free of cracks and stains and have a
fresh appearance. Windows are clean and free of breaks. Window
coverings, if present, are coordinated with the decor of the
registration area and are clean, free of holes, tears and stains and in
proper working order.
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14

Luggage Carts — Any provided luggage carts are clean, well
maintained and in working order. One cart is available per 50
rooms.

Vs

15

Corridors/Ramps/Stairs - Corridors, ramps and stairs are kept
clean, uncluttered, and well lighted. Treads and landings have non-
slip surfaces.

LS

16

Public Restroom - Restrooms are clean, free of litter, well-
illuminated, ventilated, and maintained. Restrooms are equipped
with hot and cold running water, if available, or waterless hand
cleaner is provided. Toilet bowls, sinks, and urinals are clean,
reasonably free of stains and in proper operating condition. Toilet
tissue, disposable towels or air drying devices, if provided, are
available at all times. Soap is provided, unless prohibited by

park wildlife management plans. An inspection log is maintained
and posted on the back of the access door noting time of inspection
and initialed by the inspector. A sign indicating that employees
must wash hands before returning to work is posted.

cC

17

Public Signage - Interior public signs for which the concessioner is
responsible are appropriately located, accurate, attractive, and
well- maintained. Permanent signs are professionally designed and
produced, consistent with NPS standards, and appropriate for the
purpose they serve. The Superintendent has approved signs prior to
installation. Temporary signs are computer-generated and
professional in appearance. Handwritten signs within assigned
areas are not used unless the Service approves exceptions. Signage
is neat and tidy, and does not create a cluttered or untidy look.

VS

18

lllumination - Sufficient energy-efficient lighting, including
recessed, spot and flood lighting, are adequate and appropriate,
and complementary to the décor of the facility. All light fixtures are
clean and in working order, with no burned out bulbs. Hallways
and corridors are sufficiently illuminated to create a warm,
hospitable feeling, provide a good level of illumination for guests
entering/exiting from rooms, and provide guests with a sense of
safety.

Vs

19

Ventilation/Climate Control/Temperature - Public spaces are
adequately ventilated with working climate control thermostats or
other methods used to heat public spaces. Public spaces are
maintained at a temperature consistent with guest comfort.

VS
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Ice/Vending - If provided, machines are in good working order and
well maintained. Signage on the machine either relates to Area
interpretive themes or is generic in nature. Exterior machines are
adequately illuminated, but do not contribute to night light
pollution. Any machines that are temporarily out-of-service or out-
of-service for the season have computer-generated signs posted
directing visitors to the closest functioning unit. All machines (e.g.
vending, laundry and change) that accept currency accept the
Presidential $1 coin. Any change machines that accept $5 dollar
bills or higher denominations are able to dispense $1 coins in
change. Each coin vending machine has signs and notices posted
on the machines denoting the acceptance of the Presidential S1
coin.

20

Coin Laundry - If present, on-premises public coin laundries and
dryers are energy and water efficient, clean, and well-maintained,
and in proper working condition. Change machines, if present, are
in working order. Laundry rooms are adequately ventilated and
lighted. The concessioner provides approved, environmentally

21 friendly, individually-vended, biodegradable laundry detergent, B VS
powdered bleach, and other laundry-related supplies for a nominal
fee. These supplies are available in close proximity to the facility.
Any machine temporarily out-of-service has a computer-generated
sign posted with appropriate "out-of-order” information.

Drinking Fountains - If provided, public drinking fountains are clean
22 and in good working condition. B cC

Trash/Recycling - Waste does not accumulate in trash containers to
the point of overflowing. Multiple trash containers are
conveniently located and in sufficient quantity to handle the needs
23 of the area. Separate recycling containers, labeled to indicate A RP
acceptable recyclables, are provided in close proximity to the solid
waste container(s).

Housekeeping Closet and Equipment - Housekeeping storage areas
are clean, orderly, free of rodents and are clearly differentiated
from guest rooms by appropriate signage. Housekeeping carts and
trolleys in use during the day shall, to the maximum extent

24 possible, not impede guest movement in the corridors or on trails B cC
and pathways. Carts are neat, well organized, and well-maintained.
If used outdoors, carts are not left unattended for lengthy periods
of time to prevent wildlife access.
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25

Emergency Lighting/Exit Lights/Emergency Exits - Exit lights on
permanent structures are on emergency circuits and in operation at
all times. Emergency exits in all areas of the facility are adequately
marked and unblocked.

LS

26

Fire Extinguishers - Accessible fire extinguishers suitable for use on
anticipated type of fires are located in each building, visibly
displayed, and appropriately signed with proper, up-to-date
operating instructions, and visible inspection certificates or tags.

LS

27

Fire Alarms and Pull Boxes - Fire alarms and pull boxes are visible
and accessible to guests and employees.

LS

28

First Aid Kit - A standard 24-unit first aid kit is provided near the
registration or front desk, adequately marked, and staff knows
where to locate the unit quickly.

LS

29

Automated External Defibrillator (AED) - An automated external
defibrillator (AED) is adequately marked, and in good working
condition. The AED is accessible after hours if located away from
the front desk area.

LS

30

Carbon Monoxide Detectors — Operable Carbon Monoxide (CO)
detectors are present in all hallways or other public areas adjacent
to those areas that incorporate gas or oil powered heating
equipment (laundry rooms) or public areas with fireplaces, etc.
Hard-wired detectors are preferable to plug-in portable units. Any
battery-operated detector is tested monthly and batteries replaced
at least yearly.

LS

31

Chemical and Equipment Storage - All chemicals, supplies and
equipment used in the cleaning and maintenance of guest rooms
and public areas are stored per manufacturer's recommendations.
All chemicals are stored in properly marked containers. Current
Material Safety Data Sheets (MSDS) are accessible and known to all
employees.

LS

32

Night Entrance/Exits - If provided, all entrance/exit doors normally
locked during specific times in the evening have signage, both
inside and outside the doors, indicating the time they are locked
and include directions to the appropriate, alternate entrance/exit
doors.

LS
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C. Guest Rooms

Signage

33

Unit Numbers - Each guest room or tent site is numbered with
easily distinguishable, uniform numbers.

'S

34

Directional/Emergency - Directional, emergency exit and/or
evacuation routes, and safety information indicating where
individual guest rooms or camp sites are located is prominently
displayed in the registration area, central bulletin board, and
individual camp site or guest room.

LS

35

Posting of Rates - Rates are posted and made available at the
registration area.

AL

Security

36

Entry and Other Exterior Door Security - All guest room doors are
self-locking and equipped with a key lock. Doors provide a double
locking system from the inside. Entry doorways on hard-sided units
are sufficiently illuminated to allow easy access. Door locks and
hardware are regularly inspected for easy, efficient operation and
good appearance. All sliding doors are equipped with a hook lock
built-in within the door handle, as well as, a secondary locking
device. French doors have surface-mounted slide bolts at top and
bottom to secure the stationary/auxiliary door. The secondary
locking device includes a safety bar (charley bar), a sliding door
deadbolt, or pin-type lock. Striping or other mechanisms is applied
to French doors and sliding glass doors at eye level. Any inoperable
guest room entrance door lock has an “out-of- service” sign and not
rented until the lock is repaired. Canvas-sided buildings are
excluded from the key lock and double-locking requirement with
the stipulation that other means of providing security for visitors'
valuables are available. Canvas-sided buildings or structures
without an entry door have a door/tent flap, in good condition that
can be closed for privacy.

LS

37

Auxiliary Locks - All guest room entrance doors are equipped with a
chain or fixed night latch type door guard. Auxiliary locks are
provided for all exterior and connecting doors. Locks are either a
safety latch or other approved non-key locking device (chain).

Locks are installed to the door jam and the door for maximum
security and strength of installation, and assure ease of guest
operation. Canvas-sided buildings or structures are excluded from
the auxiliary locking requirement with the stipulation that other
means of providing security for visitors' valuables are available.

LS
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38

View Ports - One-way view ports, mounted 5 feet above the floor
are present on entrance doors only, unless within historic facilities,
where doors cannot be changed or when there are no side
windows. Canvas-sided buildings or other soft-sided structures are
excluded from the view port requirement.

LS

39

Doors, Windows and Screens - All doors, windows and screens are
clean, in good working condition, and sufficiently tight to preclude
the entry of rodents and insects. Exterior doors are well-
maintained with limited scratches, scuffs, or marks. All guest room
windows that open have a lock which secures the window in a
closed position. Canvas-sided buildings or fabric structures with
windows have some type of flap to provide privacy. Canvas-sided
buildings or other soft-sided structures are excluded from the
locking window requirement with the stipulation that other means
of providing security for visitors' valuables are available.

LS

40

Interior and Connecting Doors and Locks- All guest rooms with
interconnecting solid-core or metal doors, these doors are
equipped with a lock that is self-locking and a one-inch bored-in
deadbolt lock on each door. A knob on the guest room side of the
interconnecting door with a tamper-proof plate on the other side of
the door complies with the self-locking requirement. All doors,
handles and catch mechanisms are fully operable, clean, with
limited scuffs, scratches, or marks from cleaning equipment.

LS

41

Hang Tags - "Do Not Disturb" or other types of hang tags are
present for all rooms and sites. Tags are clean with few tears or
bent corners and in otherwise good condition.

VS

42

Wildlife Food Storage Units - Each cabin, canvas tent, or
housekeeping cabin is equipped with a Service-approved wildlife
food storage locker in general proximity to the guest room or site.
Other Service-approved provisions for storing food such as metal
containers inside a hard-sided building are acceptable. Each
storage unit is adequately marked to indicate the unit number,
painted and in good condition.

RP

Safety

43

Smoke Detectors - An operational single-station smoke detector is
provided in each guest unit. Hard-wired smoke detectors are
preferred. Any battery-operated detector is tested monthly and
batteries replaced at least yearly. Canvas-sided buildings and
structures are excluded from the smoke detector requirement.

LS
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Carbon Monoxide Detectors - Operating Carbon Monoxide (CO)
detectors are present in all guest rooms that incorporate gas or oil
powered heating equipment or rooms with fireplaces, etc. Hard-
wired CO detectors are preferred. Any battery-operated detector is

44 . . A LS
tested monthly and batteries replaced at least yearly. Canvas-sided
buildings and structures are excluded from the carbon monoxide
detector requirement.
Ground Fault Interrupters (GFl) - Each electrical outlet adjacent to
45 sinks or other water sources is connected to a working ground fault A LS

interrupter.

Emergency Instruction - Notification is provided in each guest room
or tent site on how to obtain emergency assistance, such as fire,

46 police, ambulance and medical. Provisions are made to deliver A LS
emergency messages to guests in a timely, effective manner.

Room

Walls and Ceilings - Walls and ceilings are clean, free of defects
such as cracks, breaks, torn coverings, mold, mildew, stains, and
47 cobwebs. Canvas walls and ceilings are water tight, mold and fire B CcC
proof and have few, if any patches.

Floors and Carpeting - Floors and floor coverings are clean, untorn,
and free of litter and stains, and in good repair. When replaced,

48 carpet using recycled materials, composite materials, or wood from B CcC
sustainable sources is preferred.

Window Coverings, Drapery and Shades - All units have some type
of simple window covering for privacy and weather protection.
Shades and blinds, if used, are firmly installed to the wall or ceiling
49 and in good operating condition with cords maintained to minimize B CcC
choking hazards to children. Window coverings offer limited
blackout capabilities from the sun or outside light sources.

Lighting and Ceiling Fans - A minimum of one light fixture is
provided in each room to provide a limited level of illumination.
Ceiling fans, if present, are of basic, simple design. Compact
Fluorescent Light (CFL) bulb provides the equivalent of 75 watts of
illumination. If provided, one functional, easily accessible light

50 switch is located at the entrance area. Light fixtures, ceiling fans B VS
and blades are clean, free of insects and debris, and in working
order. For units without electricity, at least one L.P. lantern or
alternate lighting source (flashlight) per furnished unit is provided
in working order with accompanying safety instructions.
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51

Climate Control - Optional heating is available on an as-needed
seasonal basis. Window style air conditioning units, if present, are
clean, relatively quiet and in working order. Ceiling or floor fans are
an acceptable substitute for air conditioning.

Vs

52

Furniture - Guest rooms are equipped with adequate furnishings
that are coordinated in color, style and finish, appropriate to the
room size, reasonably attractive and comfortable, in good condition
and free of dust, lint, finger marks, smudges, stains, and scratches.
Furniture is inspected, repaired or replaced on a scheduled basis to
eliminate worn finish or upholstery. Furniture is routinely
inspected and treated if evidence of rodents and bedbugs are
found.

cC

53

Bed Frame and Headboards - Bed frames and headboards are not
required; however, beds do not rest directly on the floor. Use of a
bed platform is acceptable. If present, bed frames and headboards
are dust free and in good condition. Camp cots or bunk beds are
sturdy and simple in design. Headboards are routinely inspected
and treated if evidence of rodents and bedbugs are found.

cC

54

Bedding - Each bed is made-up with two sheets, one mattress pad,
pillow(s) and pillow case(s), blanket and bedspread. All bedding is
uniform, clean, and free of stains, rips, and tears and appropriate
with the size of the bed. Depending on location and climatic
conditions, a second blanket for each bed is available, preferably in
the room but at a minimum, obtainable at the registration desk.
Bed linens consist of common blends and thread counts. Pillows
are of standard grade (thin polyester batting) and a minimum of
two are provided per person. Soft goods are color coordinated
with window coverings and upholstery.

cC

55

Mattresses and Box Springs - Mattresses and box springs are of
basic quality and in good physical condition. Mattresses are clean,
odorless, non-sagging, and free of lumps and protruding tufts, sized
to fit the bed frame or springs, and routinely rotated. Mattresses
and box springs are routinely inspected and treated if evidence of
rodents and bedbugs are found. Cots are minimally sagging and
consistent with the normal expectation of a camping experience.
All mattresses are encased with a moisture barrier.

Vs

56

Linen/Mattress and Other Furniture Replacement - All guest room
linens are replaced every 3-5 years or more frequently as use
requires. All guest room furniture is replaced every 7-10 years, or
more frequently as use requires. Mattresses are replaced every 5 to
7 years. Historic furniture in historic properties is well-maintained,
and replaced at the end of their useful life.

cC
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57

Clothes Storage - Hang Space - An open-wall mounted area or free-
standing cabinet in each guest room is available for guests to hang
clothing and personal belongings. Closet/clothes hanger area is
clean and neat.

Vs

58

Kitchens, Kitchenettes and Appliances - Kitchens and kitchenette
equipment (stoves, refrigerators, microwaves, cooking and eating
utensils) are in good condition, adequate, clean and reasonably
quiet. All items and equipment are of good quality. At a minimum,
kitchenettes include a fixed microwave with operating instructions.
All appliances are UL-approved and are Energy Star rated. Full
kitchens have a stove or cook top, properly vented and provide
appropriate cooking equipment and utensils. Cooking and eating
utensils are provided in quantities, based on the pillow count of the
room and consist of reusable cutlery, bowls, and plates; disposable
coffee cups/mugs; large plastic glasses and plastic juice glasses; one
microwave-safe dish for heating food items; one pot holder; one
can/bottle opener; and, paper towels.

cC

59

Open Flame Equipment/ Fireplaces - Woodstoves, fireplaces or
other open flame heating equipment are clean and in good
operating condition. Equipment is cleaned before each new
occupant is checked in, and regularly inspected. Combustible
materials, including partitions and walls constructed with wood
studs or other unprotected materials, furniture, and bedding are at
least 36 inches from the front of the heating source; fire pads are
placed under wood burning stoves to prevent fire. Adequate child
protection devices such as screens, doors, etc., are present and in
good condition. All woodstoves and fireplaces include instructions,
appropriate fire tools, and precautionary notices for the guest
information. Wood for woodstoves is provided in the fireplace and
is ready to use.

LS

60

Balconies/Patios and Other Outdoor Amenities - Any balconies
and/or patios include adequate seating and, if size permits, a table
to seat two guests. Balcony/patio railings, if present, are in good
condition and of sufficient height, based on local code
requirements. Furniture is constructed of functional materials (e.g.
wood or plastic), suitable for exterior use. Adjoining
balconies/patios are appropriately partitioned (wall, dense
shrubbery). Balconies and patios are provided with at least one
outside light meeting NPS Night Sky standards. Decks, walls, floors
etc. are clean and in good condition. Fire rings and picnic tables, if
provided, are clean, free of chips, splinters and otherwise well-
maintained.

CcC
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ADA Rooms - Accessible rooms have a second view port mounted
in accordance with ADA requirements. All fixtures (light switches,
61 clothing cupboards etc.) are placed in accordance with ADA A AL
requirements.

Room Amenities

Clock — If provided, the guestroom is equipped with a clean and
operable clock, set to the local time with the alarm turned off at the
end of each stay.

62

Luggage Rack — If provided, the guestroom is equipped with an
operable folding lightweight metal or plastic luggage rack in good

63 condition.

Cribs, Rollaway, Trundle Bed - Cribs, rollaway, or other types of
beds are available upon request and are clean, well-maintained,
and fully operational. Cribs, rollaway, and other types of extra
beds are delivered with clean, appropriately sized linens and
blankets.

64

Trash Can/Recycling - Each room contains one (1) clean trash can in
good repair. Additionally, one (1) in-room recycling container is
located in each room. Canvas-sided buildings and structures are
excluded from the in-room trash can and recycling requirement,
provided that a central trash and recycling area is provided.
Recycling provisions are not required in backcountry facilities with
approved visitor pack-in/pack-out requirements.

65

Guest Room Directory - A clean, printed directory of guest services
is provided, either at the registration area or in the room in good
condition without missing or torn pages. The directory includes
information about the park, the facility, activities, area services, and
amenities.

66

D. Guest Room Bathroom - Individual or Shared

Floor Coverings - All bathroom floor coverings are non-slip, clean,
67 well-maintained, and free of defects, dirt, smudges, mildew, and A cc
hair.

Walls and Ceilings - Bathroom walls and ceilings are clean, free of
cobwebs, mold, and mildew.

68
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69

Shower/Tubs/Sinks and Surrounds - Showers, sinks, and bath tubs
are clean, unspotted, free of stains inside and out, and in good
condition. Surfaces are sanitized daily. Additional amenities
include commercial grab bars that meet ADA requirements. Tubs
and showers are equipped with either a non-slip mat or
constructed with non-skid surfaces or strips that are tightly
secured, clean, and free of mildew, and untorn.

cC

70

Shower/Tubs/Sinks - Enclosures and Fixtures - Showers/tubs
include a single, plain, light weight vinyl tub curtain that is untorn,
clean, and free of mold and mildew. Shower curtain uses plastic or
metal shower hooks. Curtains are of sufficient length and width to
prevent water from flowing onto the floor. Plastic or metal straight
shower rods are provided. Other types of enclosures, if provided
(hinged and sliding doors) are clean and free of mildew, are easily
movable and free of breaks. Sliding door tracks are clean and in
good repair. All fixtures are low flow, securely installed, and
properly sealed/grouted. All sink and tubs are equipped with clean
and functioning stoppers.

CcC

71

Toilet - Two-piece low-flow toilets are cleaned and sanitized daily,
are unpitted and free of cracks and stains. Toilet seats and lids are
clean and sanitary, with no chipped or worn surfaces, bare wood or
other composition visible. Seats and lids are free of discoloration or
stains and be securely fastened to the toilet seat and fit the shape
of the toilet. Seats have required bumper supports. Paper bands
are not recommended.

cC

72

Mirror/Cabinetry - One small sized (> 1 sq. ft.), basic designed
mirror is provided, or for central restrooms, sufficient numbers and
sizes of mirrors for each sink area. The mirror(s) are securely
mounted, clean, unpitted and free of cracks. Optional shelf to hold
toiletries is maintained in good condition.

cc

73

lllumination - Guest room bathrooms provide minimal illumination
that generally consists of one bulb and a simple designed cover. All
lighting and covers are clean and in good working condition.

'S

74

Ventilation/Windows/Screens - All bathrooms areas are
adequately ventilated. Window ventilation is acceptable, but if
windows are not available, exhaust vents and fans are provided,
kept clean, and well-maintained. Windows are either at a height to
provide privacy or appropriate screening (e.g. frosted glass, voile
curtains) is used. Bathroom windows are clean, free of defects such
as breaks or torn screens, and in working condition.

cC
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75

Bathroom Linens - One clean 100% quality terry cloth bath towel is
provided in good condition in quantities based on pillow count.
Bath mats are provided in similar weight and grade to towels. The
following sizes and linen weights are used: bath - 24 X 48, 8 |b. per
dozen.

cC

76

Towel Storage and Hooks - One securely mounted hook is provided
in each bath area in a hard sided structure. Separate robe hooks
are not provided.

VS

77

Nightlight - Each bathroom or bathroom area has a functioning
nightlight. This may be integrated into a light switch, or otherwise
provided.

VS

Bath Amenities

78

Amenity Package - Optional soap and shampoo is provided in bulk
dispensers. Dispensers are flushed and cleaned once per quarter,
or more often depending on usage.

VS

79

Toilet Tissue - Each bathroom or central bath stall contains two
rolls of two ply toilet tissue. One roll or package of toilet tissue is
held in reserve and conveniently located. No chlorine-bleached rolls
are permitted.

VS

OPERATIONAL STANDARDS

Services

A. Reservation Services

80

Availability - Reservation services are available, at a minimum, via
telephone, mail, fax, and internet. Reservation services are
available via the Internet on a 24 hour real time on-line basis. If
telephone service is utilized, service is available 24 hours per day.

VS

81

Knowledge of Reservation Agent/Details on Website - Reservation
agents demonstrate their ability to provide accurate information
about rates, cancellation, convention reservation policies, arrival
and departure time, amenities and services, local attractions,
access, etc. The concessioner's website provides the same
information.

VS

82

Confirmation - Each reservation call is concluded with a
confirmation number. Additionally, an e-mail is automatically sent,
or written confirmation is sent via mail to confirm the reservation
and provide additional property and park information.

VS
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Property Management Information Systems - All reservation

systems integrate with the concessioner's Property Management
83 Information System (PMIS) and provide comprehensive reporting C VS
capabilities.

Payment Methods -The concessioner honors credit cards to
include, but not limited to, MasterCard, Visa, American Express,
and Discover. Debit cards and other types of payment methods
84 including but not limited to travelers’ checks, personal visitor B VS
checks and gift cards may be accepted at their discretion or at the
direction of the Service.

Deposits - A deposit to hold a room may be required, but all
deposit policies/information is disclosed at the time of the
reservation and approved by the Service. Advance deposits do not
exceed the room rate, including tax, for the minimum number of
nights occupied per reservation.

85

Rate Changes - The advance rate is honored and the customer
refunded the difference if the approved rate is lower than the
anticipated rate. Provisions for additional charges based on other
factors like multiple occupancy, type of room, and additional beds
are provided for.

86

Cancellations - Concessioners select a cancellation deadline from 1-
30 days prior to the arrival date and communicates it to the guest
at time of reservation. Concessioner refunds the full deposit if the
guest cancellation complies with this policy. If a reservation is
made within the established cancellation window, and the guest
cancels the reservation, concessioner may require the guest to
forfeit the entire advance deposit provided that the "no refund"
policy was communicated to the guest at the time of the
reservation. The concessioner's cancellation and refund policy is
documented with the reservation confirmation. Concessioner must
determine what adjustment must be made if a guest cancels after
the deadline due to a personal emergency and be able to
demonstrate in written materials.

87
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88

Overbooked Reservations - In the event of an overbooked
reservation, the concessioner will make every effort to arrange for
a comparable accommodation in the area. The replacement room
shall be provided to the guest at no charge for the first night’s stay.
Transportation and a telephone call to notify the guest's home or
office of this change are also provided without charge. If the guest
has paid an advanced deposit, this is refunded to the guest in
addition to the payments described above. If the concessioner can
accommodate the guest on the next or subsequent nights, the
guest is invited back to the property.

VS

B. Registration/Check-In/Out Services

89

Hours of Operation - Check-in and registration services are staffed
a minimum of 14 hours a day. If the registration or front desk is
closed for certain hours, the concessioner provides a bell, or other
arrangements for guest services.

Vs

90

Check-In - Check-in is completed promptly in a friendly and
professional manner. Guest wait times are limited to 10 minutes
during peak periods; and 1 to 2 minutes during other periods. Front
desk staff acknowledges any waiting guests and demonstrates a
sense of courteous urgency in concluding transactions when guests
are waiting. Photo ID's are requested. At a minimum, the front
desk staff confirms room type, bed type, number of persons in the
party, length of stay, departure date and check-out time, method of
payment, and discretely identifies the room/site number and
directions to the room/site. Check-in staff also identifies any extra
charges (utility pass through fees, donations to friends and
associations, internet access fees). Check-in times are prominently
displayed at check-in desk or have been clearly communicated to
guest upon room reservation.

VS

91

Park Orientation Material - Upon request, the concessioner offers
park-specific material upon check-in, to include brochures, maps,
newsletters, special notices. Information may be centrally posted
on well-maintained bulletin boards.

'S

92

Check-Out - Guests are acknowledged as soon as possible with eye
contact and a warm friendly greeting. Guest check-out wait times
are limited to 10 minutes during peak periods; and 1 to 2 minutes
during other periods for check-out services. Check-out staff
completes check-out promptly or within 5 minutes. Concessioner
presents the statement to guests for review prior to settlement of
the bill, presents a copy of the statement to the guest with a
method of payment shown, asks the guest if the stay was
satisfactory, and thanks departing guest for staying at the property.

Vs

NPS Rustic Lodging Standards, 2014

Page 16






Either guest comment cards are included in the check-out material,
or guests are directed on how to fill-out an online comment card.
Check-out times are generally no earlier than 10AM and clearly
communicated upon check-in and in print material.

93

Late Check-Out - If the guest requests and upon availability, the
concessioner extends check-out until 2PM at no additional charge.

VS

C. Housekeeping Services

94

Cleaning Services and Frequency - Every occupied room/site (stay-
overs and check-outs) is serviced daily, unless specified by the
guest. Stay-over guests are offered options to provide minor
cleaning and straightening of their own rooms. At a minimum each
checked-out guest unit or site is cleaned (with complete bed and

bath linen changes, if provided) by the concessioner between stays.

Concessioner services include cleaning soiled surfaces,
straightening or replacing used concessioner-provided towels,
emptying wastebaskets (if provided), re-making beds/cots,
vacuuming or sweeping, inspecting for safety items, identifying and
reporting lost and found items, and other maintenance issues.
Central bathrooms are cleaned to the above specifications daily.

VS

95

Room Maintenance Requests - Any maintenance requests/issues
noted by the guest is dealt with promptly, at a minimum by the end
of the day. Housekeeping notes any maintenance issues (e.g.
replacing a light bulb) for resolution by the end of the day. Upon
request, a work order log containing work orders and completion
dates is provided.

VS

96

Deep Cleaning - An annual deep cleaning housekeeping program is
conducted for each room/site. Deep cleaning services includes
mattress rotation, vacuuming, shower liner wash, and furniture
vacuuming and cleaning, wash/dry clean draperies, and launder
pillows.

cc

97

Linen Reuse - For greater than 2 night stays, linens and towels is
changed after 3 days, unless the guest requests more frequent or
less frequent change. Compliance with this requirement and guest
requests are monitored through the inspection program.

'S

98

Inspection Program - All check-out rooms/sites are inspected daily
for housekeeping services.

Vs
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ADA Rooms Housekeeping Services - ADA rooms/sites are left set-
up for accessibility after each check-out (e.g. shower heads
lowered, mirrors pulled forward, chairs pulled away from HVAC
units). A personal visit is made within an hour of check-in to inquire
if the guest needs any changes or assistance in the room.

Vs

100

Other Universal Access Services - Employees assist guests with
visual impairments at registration by reading the registration
information to the guest and by providing a written welcome and
instructions for registration. Guests are informed of the
Telecommunications Device for the Deaf (TDD) phone and other
assistance devices available. At least one TDD is available at the
front desk at all times and one additional TDD is available for use in
guest rooms/sites upon request. If visual fire alarm notification is
not permanently installed in the rooms/sites for guests with
hearing impairments, portable units are available at the front desk.

AL

E. Other Services

101

Room Check - Guests who fail to answer their service call are
visually contacted. Each occupied room that has not been serviced
is contacted or checked at least once daily to ensure guest safety.
To minimize guest inconvenience the guest in each room shown as
occupied on the daily room status report must be contacted after
posted daily check-out time. If no contact is made with the guest,
the room must be visually checked for guest safety.

LS

102

Quiet Hours - Required quiet hours for all services are enforced by
the concessioner. The concessioner clearly marks this information
on the guest registration folio and other printed materials.

Vs

103

Lost and Found - Any and all items found are logged and turned
into a designated secure location. Lost and found articles are
properly dated, secured and stored. Records are maintained and
procedures established to ensure prompt, accurate response to
guest inquiries concerning lost articles.

Vs

F. Personnel

104

Staffing Levels - All facilities and services are properly staffed so as
to prevent undue delays, e.g., registration areas, etc. In
determining what constitutes undue delay, consideration is given to
the kinds and types of service rendered and situations or conditions
beyond the control of the concessioner such as unanticipated
influxes of visitors, facility or equipment breakdowns or sudden
weather changes. The reasonableness of the delay, based on the
above, is the determining factor. All lodging facilities have a
general manager or manager on duty at all times.

VS

NPS Rustic Lodging Standards, 2014

Page 18





Employee Attitude - Each employee projects a friendly, hospitable,
helpful, positive attitude and is capable and willing to answer

105 . . . . . A Vs
visitors' questions (about both job and general park information).
Employee Appearance - Each employee wears a uniform or name
tag identifying them as a concession employee. The uniform is

106 commensurate with the type of service provided. Employees B VS

present a neat, clean and otherwise attractive professional
appearance.

Employee Training Programs - An active training program for the
development of the necessary skills and techniques is provided for
all employees. These sessions stress work performance and, as
appropriate to the position, also include technical training for

107 specific equipment, first aid, AED, fire and life safety, product and A A
service presentation, cleanliness, employee attitudes, NPS
philosophy and policy and any other training requirements.
Performance is indicative of good training.

G. Rates

Approved Rates - All rates being charged do not exceed those
approved by the Superintendent. These rates are verified against
the specific approved, service, quality, price or other such criteria.
Rate sheets are available at the guest's request at the registration
desk.

108

Ranking Definitions

A. Major

First Priority (A) conditions or practices create or have the potential to exert a significant
impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

B. Moderate

Second Priority (B) conditions or practices create or have the potential to exert a moderate
impairment to visitor or employee health and safety; park resources; visitor services or visitor
enjoyment; Concession Facilities or associated personal property.

C. Minor

Third Priority (C) conditions or practices create or have a potential to exert a minor impairment
to visitor or employee health and safety; park resources; visitor services or visitor enjoyment;
Concession Facilities or associated personal property.
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Focus Area Acronyms

Primary Focus Area Abbreviation Primary Focus Area
LS Life Safety/Health
RP Resource Protection
VS Visitor Satisfaction
cc Cleanliness/Condition
AL Accessibility/Legal
Requirements
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