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Topics 

 Introduce updated standards 
 Introduce the new “AOR Workbook” 

and evaluations 
 Address changes in: 

- Service Standards and Operational Performance 
Evaluation 

- Program Standards and Evaluations (e.g. Risk 
Management) 

- Administrative Compliance (formerly Contract Compliance) 

- Annual Overall Rating 
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Why did we change? 

 Standards, evaluation methods, and tools 
not fundamentally reviewed or changed in 30 
years 

 Changes requested to: 
- Reduce subjectivity 

- Better recognize performance 

- Address current industry practices 

- Address program gaps and changes 

- Increase use of current technologies 
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How did we do it? 

 Hospitality Consultants assisted 
 NPS and industry practices reviewed and draft 

standards developed 
 NPS workgroups rigorously commented 
 Concessioners engaged through numerous 

tests of standards and evaluations 
- FIIS, GOGA, GLCA, GRCA, GRTE, NAMA, SHEN, 

WHIS, LAKE, YELL, YOSE, ZION 

 Processes were used to validate continuity with 
existing standards scope and evaluation results 
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UPDATED SERVICE STANDARDS 
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Service Standards 

 Significant multi-year effort Service-wide 
 Defined both service type and classification 

(e.g., lodging-upscale, lodging-midscale) 

 Removed “general” standards and cover those applicable 
in each service-specific standard 

 Provide more detail but cover same basic elements 
(e.g., Exterior, Interior, Operations) 

 Still Provide an A,B,C Rankings 
(i.e., Major, Moderate, Minor) 

 Add primary focus areas  
(i.e., Life Safety/Health, Resource Protection, Visitor Satisfaction, 
Cleanliness/Condition, Accessibility/Legal)  
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Service Standards 
Automobile Service Station 
(AUT) 
Bathhouse (BAT) 
Boat Rental - General (BOG) 
Boat Rental – Houseboats 
(BOH) 
Campground (CAM) 
Day Care (DAY) 
Employee Dining Room 
(EDR) 
Employee Housing (EHO) 
F&B – Backcountry (FBK) 
F&B – Bars and Cocktail 
Lounges (FBB) 
F&B – Casual Dining (FBC) 
F&B – Fine Dining (FBF) 
F&B – Temporary (FBT) 
 

Guided Fishing & 
Hunting (GFH) 
Golf Course (GOL) 
Guided Air (GAI) 
Guided Land (GLA) 
Guided Mountaineering 
(GMO) 
Guided Water (GWA) 
Horse and Mule 
Operations (HMO) 
Ice Skating (ICE) 
Kennels (KEN) 
Lodging - Basic (LGB) 
Lodging - Hostels (LGH) 
Lodging – Midscale 
(LGM) 
Lodging – Rustic (LGR) 
Lodging – Upscale (LGU) 

Marina (MAR) 
Medical Clinic (CLI) 
Parking Facilities (PAR) 
Public Laundry (LAU) 
Public Showers (SHO) 
Rentals – Recreation 
Equipment (REN) 
Retail (RET) 
Ski Tows and Lifts (SKI) 
Snorkel & SCUBA (SNS)  
Swimming Pool (SWI) 
Tennis Courts (TEN) 
Transportation – Vehicle 
(TVV) 
Transportation – Vessel 
(TVF) 
Water Taxi (WAT) 

* Some standards contain further classification (e.g., Retail classification include 
convenience, grocery, gifts and souvenirs) 
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Service Standards 
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Service Standards 

 Implementation 
- Standards and classifications embedded in new 

contracts 
 Operating plans identify exceptions 
 Standards not applicable for existing contracts can be N/A  

- Beginning to be used in 2016 
- Current plan is for voluntary adoption in existing 

contract 
- Standards undergoing final editorial/consistency 

reviews  
- Final standards being posted on Toolkits on Internal 

SharePoint and External Web Site 
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PROGRAM STANDARDS 
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Risk Management Program 

 All contracts require a written RMP that meets standards. 
 1998 Standards 

- The park superintendent selects the elements/standards 
- Priority A elements cannot be waived. B and C Priority are based 

upon size and complexity 

 2016 Standards 
- Consistent with 1998 
- Defines common requirements for all operations; no A,B,C; size 

and complexity is reflected in detail within the RMP; some “Special 
Attention” items 

- Some indicators of performance in service standards 

 Use beginning in 2016 
 



 12 Commercial Services Program 

Risk Management Program 
1998 Standard 

B. Inspections 

1. Inspection schedule has been developed. (B) 

2. Inspections are conducted as scheduled or 
required. (A) 

3. Inspections conducted by trained and 
capable person. (B) 

4. Inspection records kept for a minimum of 
three years. (C) 

C. Deficiency Classification and 
Abatement Schedules 

1. Imminent danger deficiencies abated and 
action plans developed within time limits. 
(A) 

2. Serious “hazard” deficiencies abated or 
action plans developed within time limits. 
(B) 

3. “Non-serious hazard” deficiencies abated 
or action plans developed within time 
limits. (C) 

 

2016 Standard 
 

7    Inspection and Corrective Action 
 

7.1   Safety inspections are conducted as specified in the  
        contract and RMP or as otherwise necessary to  
        effectively manage operations safely. Formal and  
        routine inspections are scheduled, conducted, and  
        documented. The inspections are conducted by  
        qualified personnel as described in the RMP.  
 
7.2    Imminent danger, serious, and non-serious hazard  
         deficiencies  (see definitions) identified by internal or external  
          inspections are analyzed, corrected, or mitigated  
          within the contract or RMP required timeframes. Any  
          deviations from these timeframes are accepted by  
          the park and documented.  
 

8 Emergency Incident Investigation and  
       Abatement 
8.1    Accidents/incidents are responded to in a timely and effective manner.  
8.2    An investigation is conducted for every accident/incident.  
         -    The investigation includes an analysis to determine the cause.  
         -     Corrective action is taken to mitigate recurrences of the  
                accident/incident.  
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Environmental Management Program 

 All concessions should have an “EMP” 
 Cat I and II Contracts require a written EMP; ISO 

104001 not required 
 2005 Criteria 

- Draft evaluation criteria based on contract (Sec 6 or Sec 4) 

 2016 Standards 
- Formalize criteria from draft 
- Continue to be based on contract requirements 

 Documented and implemented EMP 
 Other Standard Contract requirements (e.g., reporting, notification, clean-

up) 

 Some indicators of performance in service standards 
 Use beginning in 2016 
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Environmental Management Program 

Contract Requirements 
 
EMP (Cat I, Cat II, Cat III if 

specified): 
1.1 Policy 
1.2 Goals and Targets 
1.3 Responsibility and  
      Accountability 
1.4 Documentation and  
      Document Control 
1.5 Reporting 
1.6 Communication 
1.7 Training 
1.8 Monitoring, Measurement,  
      and Corrective Action 

 
Environmental Data, Notifications, 
Reports and Approvals 
 
Corrective Action (i.e., Remediation) 
 
Natural, Cultural and Archeological 
Resource Management (e.g. IPM) 

 
 

2016 Standards 
 
1. Environmental Management Program Scope 
    1.1 The concessioner’s EMP scope (whether documented  or undocumented) covers      
           the  environmental objectives  and environmental management aspects applicable    
           to the  operation… 
     1.2# The EMP is documented  
     1.3  The EMP establishes the concessioner's environmental  policy… 
2. Responsibility and Accountability 
3. Training 
4. Documentation and Documentation  Controls 
5. Communications 
6. Reporting 
     6.1*  All documents, reports, monitoring data, manifests, notices and other   
            documentation  required to be submitted to regulatory agencies are submitted  on  
             time and in accordance with Applicable Laws. …. 
     6.2 * Notices of any discharges, release or threatened release of hazardous or  toxic  
             substance, material or waste are reported in a timely manner to the NPS in   
             accordance with the contract.  
     6.3*  Any written, threatened or actual notices of violation of Applicable Law from any  
             environmental regulatory agency are reported in a timely manner to the NPS in  
             accordance with the contract.  
7. Monitoring, Measurement and Corrective Action 
8. Other Contract Requirements 
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Asset Management and Public Health 
Programs 

 Asset Management Standards 
- Requirements are defined in the Maintenance Plan for Cat I and II 

contracts  - no “stand-alone” standards 
- Some indicators of maintenance performance in service standards 
- No new implementation (already required as Maintenance Plan 

requirements)  

 Public Health Standards 
- NPS Public Health Service oversees 
- Requirements contained in Current Food Code, Model Aquatic 

Health Code (MAHC)1 and International Swimming Pool and Spa 
Code (ISPSC)2, USEPA Regulations for water and wastewater, 
Etc. 

- No new implementation 
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UPDATED EVALUATION 
PROCESSES 
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Evaluation Key Changes 

 Reorganized 
 Addressed revised standards 
 Modified the scoring methodologies 

- Generally built on 0 to 100 scale with some special/critical 
attention items 

 Created a new “superior” rating 
 Developed an Excel-based AOR Workbook 
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Evaluation Organization Prior 

Annual Overall Rating (10-631) 

Contract 
Compliance 

(10-630) 

Periodic 
Evaluations 

Operational 
Performance 

(10-629) 

Public Health 
(10-627) 

Risk 
Management 

(10-628) 

Operational 
Performance  

Visitor 
Satisfaction 
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Evaluation Organization New 

Annual Overall Rating (10-AOR) 

Administrative 
Compliance 
(10-ADM) 

Operational 
Performance 

(10-OPR) 

Periodic 
Evaluations 

Risk 
Management 

(10-RMP) 
Public Health 

(10-PHP) 
Environmental 
Management 

(10-EMP) 

Asset 
Management 

(10-AMP) 

Visitor 
Satisfaction 



 20 Commercial Services Program 

AOR Workbook 
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Periodic Evaluations 

 Review of service-specific performance 

 Field approach is unchanged (frequency, methods) 

 New Excel-based forms reflect new standards 

 Scoring is modified to address expanded standards 
set and to clarify thresholds 
- Still 1 to 5 rating  

- A rated standards based on number  

- B and C thresholds as a percent 

 Forms undergoing final tweaks and testing 

 Can use existing forms and scoring until new forms 
are launched 
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Periodic Evaluation 
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Operational Performance Evaluation and 
Report (10-OPR) 

 Annual roll-up of periodic evaluations 
 New weighting approach; established jointly by park and concessioner 

 Must provide justification for weighting 
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Administrative Compliance Evaluation and 
Report (10-ADM) 

• Formerly “Contract Compliance” 
• Tool for verifying a concessioner’s 

compliance with the contract’s administrative 
terms 
• Includes services, fees, insurance, reporting 

requirements, etc 
• Also includes operating and maintenance plans 

• No fundamental change in process  
• Identifies special attention items 

• Maximum score of “marginal” 
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Administrative Compliance Evaluation and 
Report (10-ADM) 
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Administrative Compliance Evaluation and 
Report (10-ADM) 

 Special Attention Items: 
- Tracking and Payment of Required Fees 
- Indemnification and Insurance 
- Accounting Records and Reports 
- Utilities 
 

 Effects on Rating 
- 1-2 Special Attention Items not in compliance =     

10-ADM rating capped at Marginal 
- 3+ Special Attention Items not in compliance =      

10-ADM rating capped at Unsatisfactory  
 

 



 27 Commercial Services Program 

Risk Management Program Evaluation and 
Report (10-RMP) 
 This is still an administrative review of the concessioner’s 

documented program and its implementation 
- Includes record reviews, interviews with staff, and periodics. 

 Special Attention Items- Reporting, Inspections and Corrective 
Actions, Hazard Incident Investigations and Abatement, and 
Management Review  
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Environmental Management Program Evaluation 
and Report (10-ENV) 

 Still a review of the concessioner’s program and its implementation 
 Formalizes process begun in 2005 and previously considered in AOR 

narrative 
 Some criteria (i.e., standards) apply for all; others only Cat I and II 
 Special Attention Items: Reporting and Monitoring, Measurement, and 

Corrective Action 
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Public Health Program Evaluation and 
Report (10-PHP) 

 Required if your concession contract has food and beverage operations. 
 

- May include Guide and Outfitters, Pools and Bath Houses 
 

 

 
 Public Health Consultant provides the10-622 to the park in addition to 

the individual public health inspections. 
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Asset Management Program Evaluation and 
Report (10-AMP) 
 This is an administrative review of the concessioner’s asset 

management responsibilities defined in Maintenance Plan  
 Applies to CAT I and II contracts 
 Considers things like RMP plans and reports, requires inspections 
 Augments former single check box on 10-ADM 
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Annual Overall Rating (10-AOR) 

 Roll up of all the individual forms  
 
 
 

 
 Opportunity for Superintendent to adjust score up or down 

with justification. 
 
 Narrative Report 

supports the rating 
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Annual Overall Rating (10-AOR) 

 Scores are Superior, Satisfactory, Marginal and 
Unsatisfactory 

 If any given evaluation (form) score is marginal, 
highest AOR score possible is satisfactory 

 If any give form score is unsatisfactory, highest 
AOR score possible is marginal  
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AOR Workbook Implementation 
 Voluntarily adopted in 2015 
 Required to use beginning 2016 AOR 

reporting year 
 “Soft-rollout”; processes are new after 30 

years; we anticipate need to tweak 
 Updates will be considered based on field 

use and feedback 
 Parks and concessioners are urged to work 

together and give consideration during 
transition  
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Where to Find 
https://www.nps.gov/commercialservices/ 
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QUESTIONS 
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