Part E:  Critical Elements and Performance Standards:  
List each of the employee’s critical elements (at least one, but not more than five) and their corresponding performance standards. If benchmark standards are used, indicate “benchmark standards are attached” in the space below, and ensure they are attached to this form. Identify the GPRA/strategic/mission goal that the critical element supports. At a minimum, measurable criteria must be identified at the Fully Successful level.





	Critical Element 

Interpretation, Education,
and 
Visitor Experience
	Performance Measure: 

The park guide delivers accurate and effective visitor experiences, activities, interpretation, and programming based on interpretive principles, (audience) learning theory, and resource knowledge. The interpreter is adept at engaging a range of different groups and people and in facilitating a variety of opportunities for people to make meaningful connections to park resources and participate in park experiences. 

These duties will be carried out in support of park interpretive plans, the NPS Call to Action,  Bureau/Region/National policies including Directors Orders policies governing the following areas:
· DO # 6 Interpretation and Education: http://www.nps.gov/policy/DOrders/DOrder6.html 
· DO # 7 Volunteers in Parks:  http://www.nps.gov/policy/DOrders/DO-7.htm 
· DO # 52A Communicating the National Park Service Mission: http://www.nps.gov/policy/DOrders/DOrder52A.html  
· DO # 32 Cooperating Associations: http://www.nps.gov/policy/DOrders/DO-32.pdf 
· DO # 75A Civic  Engagement and Public Involvement: http://www.nps.gov/policy/DOrders/75A.htm 


	Performance Standards

	
Exceptional
	
In addition to meeting the standards described under Superior, the supervisor is routinely satisfied that the following are met: 
· Recognized Leader and Innovator: The interpretation, education, and/or outreach programs (including media or technology-based interpretation) delivered by the employee, individually or as a part of a team, are recognized as exceptional and shared at park, community, regional, or national levels. 
· Catalyst / Affects Systemic Change: Accelerates the spread of ideas and strategies for improvement, encourages innovation, and practices peer-to-peer collaboration across the division, park, community, region, or NPS. These methods are models adapted and used in other places.  
· Results Exceed Goals: The park’s visitor experience, education, and community collaboration and outreach goals were significantly and measurably met beyond the scope what was originally planned as a result of work directly attributed to the employee, individually or as a part of a team. 
· Experimentation: Implements regional, national, park or community pilots or experimental programs. Monitors the work, effects on audiences, and contributes substantive feedback and analysis of these pilot programs. Applies lessons and failures to recommend improvements.


	
Superior
	
In addition to meeting the standard described under Fully Successful, the supervisor is routinely satisfied that the following are met:
· Leader and Innovator (local influence): The interpretation, education, technology, media and/or outreach performed by the employee, individually or as a part of a team, is recognized by others as innovative, or as providing interpretive leadership at the park or community levels. 
· Instructor: Participates as an instructor, coordinator, lead, or mentor for at least one training session or learning and development opportunity, especially when this takes place outside of the division of interpretation. Coordinates park-wide, regional, national, or community training session(s) or course(s). 
· Audience Centered and Shared Authority: Follows prescribed outlines for programs where approaches to interpretation, products, and programming are developed based on audience centered principles and practices.  At least 20% of personal services performed or interpretive products created employ principles and techniques of shared authority (directed, guided, or open-ended activities) that use audience-focused techniques (for example: active engagement and participatory activities, co-created content, crowd-sourcing, facilitated dialogue techniques, dialogic techniques, community consultation, and other techniques of shared authority). Delivers and facilitates programming which includes active participation and dialogue with audiences rather than static, formal presentations, or interpreting at or creating interpretation for audiences. Enriches experiences through mutual learning from diverse perspectives.


	
Fully Successful
	
In addition to meeting the standard described under Minimally Successful, the supervisor is routinely satisfied that the following are met:
· Articulates Interpretive Principles: Can articulate to others the interpretive principles that guide programming and media choices.
· Site Research and Relevance: Delivers programs and products that include evidence-based content, site stories, and current social context from a variety of credible sources. Interpretive products represent current NPS perspectives, as well as scientific and historical consensus, about site resources and issues.
· Matches Medium to Message, Audience, and Circumstance: Is adept at matching interpretive methods to specific audiences, messages and circumstances. Is familiar with a range of the interpretive options available, each medium’s relative strengths and weaknesses, and the interpretive principles that guide selection of the optimum medium (including the variety of types and choices for personal services). 
· [bookmark: _GoBack]Audience and Community Knowledge: Is familiar with current formal and informal research, demographic data, motivation and cognitive learning theory on specific types of current and potential audiences (beyond the “general” audience). Makes experiences relevant, engaging, and enjoyable based on demographics, behaviors, and/or interests for different types of groups and audiences.
· Audience Centered and Shared Authority: Follows prescribed outlines for programs where approaches to interpretation, products, and programming are developed based on audience centered principles and practices.  At least 10% of personal services performed or interpretive products created employ principles and techniques of shared authority (directed, guided, or open-ended activities) that use audience-focused techniques (for example: active engagement and participatory activities, co-created content, crowd-sourcing, facilitated dialogue techniques, dialogic techniques, community consultation, and other techniques of shared authority). Delivers and facilitates programming which includes active participation and dialogue with audiences rather than static, formal presentations, or interpreting at or creating interpretation for audiences. Enriches experiences through mutual learning from diverse perspectives.
· Delivery/Presentation:  Personal services, interpretive media, and technology and other interpretation delivered/presented in engaging and enjoyable ways. Regularly incorporates ways that audiences may actively participate based on research of characteristics of successful audience centered, free-choice, and/or self-directed programming. Delivers program content that is well organized and comprehensively developed. The interpreter does not function as a “walking encyclopedia”. Programs begin and end at advertised times. Demonstrates mastery of interpretive skills used in visitor contacts; differentiates between when and how to deliver orientation, information, interpretation, and serve other types of visitor needs. Adapts to changing perspectives and circumstances and ensures accessibility.
· Data Driven: Programming and media delivered incorporate data and principles related to trends and research about audiences. There is evidence that evaluation results and data are regularly applied to make changes to improve programming or products created by the employee.
· Technology, Web, and Social Media: Web and social media work is given priority and is regularly scheduled to remain current (depending on circumstances, but generally at minimum, content is updated 2-3 times per week). Employees contribute to park-wide website and social media efforts, ensuring relevant, accurate, and current content that is compliant with NPS standards (including accessibility, events, news, and Call to Action goals). Content meets standards outlined for interpretation.
· Education: Education strategies, products, and programming are created by or in collaboration with professional educators. Education materials and products are based on Common Core Standards (where applicable) or align with identified curricula needs of schools and students in the region the park serves for education programming. http://www.corestandards.org/ 
· Intergenerational Learning / Interpretation for Children: Products and programming for children (such as Junior Ranger materials) are delivered based on principles of intergenerational, free-choice, and self-directed learning.
· Relationships: Models productive relationships with partners, peers, the community, the public, and others.  

	
	Note: For parks to be rated Fully Successful, a park must achieve at least 90% overall visitor satisfaction with park facilities and services on the Annual Visitor Survey. This is derived from NPS Scorecard Measures. Scorecard measures reflecting interpretation and visitor services are:
1) Visitor Satisfaction (overall):                exceptional = 98%,    standard = 90% 
2) Visitor Satisfaction (visitor services):  exceptional = 95%,    standard = 88% 
3) Visitor Understanding:                          exceptional = 98%,    standard = 83%




	


Minimally 
Successful
	
The supervisor is routinely satisfied that all of the following are met:
· Interpretation: Delivers programming that demonstrates knowledge of interpretive principles, practices, and skills. Weighs the range of interpretive options (in personal services, media, and technology) available for visitor experiences. Interprets in a relevant and engaging manner.
· Accurate: Interpretation delivered is accurate and based on current scholarship and science.
· Relevant to Audiences: Interpretation, education, and outreach content and methods of delivery are offered in ways that are relevant to a diverse range of audiences. 
· Delivery/Presentation: Delivery methods used for interpretation and education programming are appropriate for the audiences and situations.  
· Communication: Communicates clearly to ensure smooth experiences for visitors. Supervisor is kept informed. Effectively communicates with peers.  
· Reporting: Timely submission of work and assignments; work is completed in a reasonable amount of time by deadlines.
· Relationships: Demonstrates a respect for a diversity of opinions and perspectives.


	Unsatisfactory
	The minimally successful standard has not been met and the result has a demonstrable negative consequence for the park.

	Narrative Summary

	Describe the employee’s performance for each Critical element.  A narrative summary must be written for each element assigned a rating of Exceptional, Minimally Successful, or Unsatisfactory.





	Rating for Critical Element :

[ ] Exceptional-5    [ ] Superior-4     [ ] Fully Successful-3      [ ] Minimally Successful-2    [ ] Unsatisfactory-0





Part E:  Critical Elements and Performance Standards:  
List each of the employee’s critical elements (at least one, but not more than five) and their corresponding performance standards.  If benchmark standards are used, indicate “benchmark standards are attached” in the space below, and ensure they are attached to this form. Identify the GPRA/strategic/mission goal that the Critical element supports. At a minimum, measurable criteria must be identified at the Fully Successful level.

	Critical Element 

Visitor Services Operations



	Performance Measure: 

The park guide functions as a member of the larger park operations team to ensure positive visitor experiences that come from smooth park operations. The employee’s actions contribute to positive and easily navigable procedures and environments for employees and the public.  

These duties will be carried out in support of park interpretive plans, the NPS Call to Action,  and bureau/region/national policies including Directors Orders policies governing the following areas:
· DO #6 Interpretation and Education: http://www.nps.gov/policy/DOrders/DOrder6.html 
· DO # 22 Recreation Fees: http://www.nps.gov/policy/DOrders/DO-22.pdf
· DO #32 Cooperating Associations: http://www.nps.gov/policy/DOrders/DO-32.pdf 


	Performance Standards

	
Exceptional
	
In addition to meeting the standards described under Superior, the supervisor is routinely satisfied that the following are met: 
· Recognized Leader and Innovator: Individually or as a member of a team, employee is recognized as an innovator and leader at regional or national levels. 
· Catalyst / Affects Systemic Change: Accelerates the spread of ideas and strategies for improvement, encourages innovation, and practices peer-to-peer collaboration across the division, park, community, region, or NPS. These methods are models adapted and used in other places.  
· Contributes at Broader Levels: Contributes to at least one external group or committee at the community, park, region, or national level. 


	
Superior
	
In addition to meeting the standard described under Fully Successful, the supervisor is routinely satisfied that the following are met:
· Recognized Leader and Innovator (local influence): Provides proactive leadership in park, regional, national, or community operations efforts. Coordinates park-wide or community-wide operations plans or policies. Contributes to regional or national assessment or remediation teams to assess operational issues in other divisions, parks, or contributes to an assessment of park operations; leads implementation of actions to address recommendations made in these assessments.
· Instructor: Coordinates or leads division-wide, park-wide, regional, or national, training session(s) or course(s) related to park operations. Formally instructs others (staff, volunteers, partners) on operations, operational issues, and guidelines and potential avenues for remediation of issues.


	
Fully Successful
	
In addition to meeting the standard described under Minimally Successful, the supervisor is routinely satisfied that the following are met:
· Standard Operating Procedures: Follows Standard Operating Procedures (SOPs) with minimal deviation; uses agreed-upon systems and functions as a member of the larger operations team.  Supports peers and consistently works productively with them to ensure smooth operations. 
· Schedule: Follows daily schedule and assignments with minimal deviation. Seeks out information ahead of time that could affect schedules and operations. Anticipates, communicates, and troubleshoots potential scheduling issues to reach the best possible outcome. Schedules are followed for films and other interpretive media and programming.
· Balances Visitor Needs:  Balances needs of all visitors especially during busy times. 
· Troubleshoots and Reports: Potential issues are communicated to peers and supervisors so that they may be resolved in a timely manner and at the lowest possible level. Works proactively to anticipate, troubleshoot, and resolve and/or report any operations, equipment, or facility issues that potentially affect the visitor experience with the goal to minimize time out-of-service. Any breeches in security or security procedures are reported as soon as possible or as soon as operationally feasible.
· Organized and Prepared: Maintains clean, organized, and welcoming visitor center and/or visitor contact areas. Areas are stocked with up-to-date information. Publications; signs, information boards, and other public notices are updated regularly and look professional. 
· Timeliness: Public facilities are open, clean, and safe with minimal exceptions. Facilities open and close at designated times. Programs begin and end at advertised times.
· Fees: Fees are collected and the park fee program is administered according to policies and guidelines outlined in DO# 22 Recreation Fees (http://www.nps.gov/policy/DOrders/DO-22.pdf) and RM #22A Fee Collection Reference Manual (https://sites.google.com/a/nps.gov/in2-manage-fees/home/recreation-fees/rm-22-recreation-fees-and-fee-policy) with minimal deviation. Deficiencies are corrected as soon as practicable.
· Cooperating Association: Cooperating association funds and accompanying documentation collected, processed, deposited, and kept secure according to park and association guidelines. Sales areas are stocked and maintained in good order. Any issues are reported to the supervisor to report to the association. 
· Recordkeeping: Statistics and other information are regularly and legibly recorded and reported according to park procedures. 


	
Minimally Successful
	
The supervisor is routinely satisfied that all of the following are met:
· Operations: Follows standard operating procedures (SOPs) for operations.
· Diplomatic about Policy: Actions are based on NPS and park policy. Pleasantly, sensitively, and diplomatically explains the rationale behind park operations policies—especially when those policies are not working for visitors in the moment. (For example, if a visitor is unable to get a tour desired.)  May suggest a range of other options as an alternative.
· Fees: Fees are collected and the park fee program is administered according to policies and guidelines outlined in DO# 22 Recreation Fees (http://www.nps.gov/policy/DOrders/DO-22.pdf)). Seeks supervisory assistance for any recurring issues.
· Cooperating Association: Cooperating association funds and accompanying documentation collected, processed, deposited, and kept secure according to park and association guidelines 85% of the time. Employee seeks supervisor’s assistance to remediate any recurring issues. 
· Communication: Communicates clearly to ensure smooth experiences for visitors. Supervisor is kept informed. Effectively communicates with peers.  
· Recordkeeping and Reporting: Timely submission of work and assignments; work is completed by deadlines.


	Unsatisfactory
	The minimally successful standard has not been met and the result has a demonstrable negative consequence one or more park teams requiring the removal or reassignment of the supervisor from the group.

	Narrative Summary

	Describe the employee’s performance for each Critical element.  A narrative summary must be written for each element assigned a rating of Exceptional, Minimally Successful, or Unsatisfactory. 

	Rating for Critical Element :

[ ] Exceptional - 5    [ ] Superior - 4     [ ] Fully Successful - 3      [ ] Minimally Successful - 2    [ ] Unsatisfactory - 0






Part E:  Critical Elements and Performance Standards:  
List each of the employee’s critical elements (at least one, but not more than five) and their corresponding performance standards.  If benchmark standards are used, indicate “benchmark standards are attached” in the space below, and ensure they are attached to this form. Identify the GPRA/strategic/mission goal that the Critical element supports. At a minimum, measurable criteria must be identified at the Fully Successful level.

	Critical Element 

Teamwork,  Collaboration,
Communication,
and 
Customer Service


	Performance Measure: 

The employee works effectively both externally with the public and internally as a contributing member of the park team. The employee’s actions foster cooperation, communication, a collaborative environment.  Customer service interactions with external (public) audiences and internal (park and agency) colleagues is timely and courteous; customer service is not limited to the public components of work.

These duties will be carried out in support of park interpretive plans, the NPS Call to Action,  and bureau/region/national policies including Directors Orders policies governing the following areas:
· DO #92 Servicewide Workforce Management: http://www.nps.gov/policy/DOrders/DO-92--WorkforceMgmt.pdf

	Performance Standards

	
Exceptional
	
In addition to meeting the standards described under Superior, the supervisor is routinely satisfied that the following are met: 
· Recognized Leader and Innovator: Individually or as a member of a team, employee is recognized as an innovator and leader at regional or national levels. 
· Catalyst / Affects Systemic Change: Accelerates the spread of ideas and strategies for improvement, encourages innovation, and practices peer-to-peer collaboration across the division, park, community, region, or NPS. These methods are models adapted and used in other places.  
· Contributes at Broader Levels: Contributes to at least one external group or committee at the community, park, region, or national level. 


	
Superior
	
In addition to meeting the standard described under Fully Successful, the supervisor is routinely satisfied that the following are met:
· Coach and Mentor:  Works consistently and actively to cultivate, challenge, and prepare peers who are mentored in a way that there is evidence that these peers not only fulfill their current duties, but consistently demonstrate that they compete, participate, and contribute at higher levels of authority or influence—at park, regional, or national levels in the organization, or in the community. Demonstrates insight and knowledge of individual strengths and weaknesses of peers that are mentored. Seeks opportunities and matches challenges for these employees and guides them through a variety of situations and assignments for well-rounded professional growth. Organizes well-rounded teams that both utilize and grow the skills of individual members.
· Representative: Represents the park management team and models leadership behavior in the division, park, or community, or at external meetings and gatherings. Works collaboratively with the community, neighbors, partners, or stakeholders in support of agency efforts.  
· Visibility and Communication: Adept at communicating “up” and “across.” Shares “misses” as well as success. Routinely contacts and engages peers, other team members (including people in other divisions), and supervisors on a daily basis.  
· Customer Service: Considered a leader and model for positive customer service. Instructs on customer service. 


	
Fully Successful
	
In addition to meeting the standard described under Minimally Successful, the supervisor is routinely satisfied that the following are met:
· Customer Service: There is evidence that the employee achieves customer satisfaction at least 90% of the time; that is, there is evidence of success and satisfaction of audiences and individuals and that the service has met or exceeded audience expectations (as measured through observation, direct and indirect feedback, and other methods). Customer service applies to both external (public) and internal (agency and park) audiences; customer service is not limited to the public components of work. Applies policies, procedures, and guidelines related to operations, orientation, information, interpretation, and education. Anticipates and meets the needs of various types of audiences. Responses are timely, effective, and tailored to individual needs. Practices situational awareness by adjusting priorities to respond to changing individual and audience needs. Demonstrates a commitment to continuous improvement of services. Works to prevent situations that could potentially result in unpleasant or unsafe interactions or confrontations. Employs diplomacy and tact.  Welcomes all people; is helpful; makes an effort to engage visitors. Resolves or mitigates any potential conflicts or disagreements at the lowest level possible and in a positive and constructive manner to minimize negative impact; reports these encounters to supervisor. 
· Mentor: Works to cultivate and prepare peers who are mentored to fulfill their current duties. Demonstrates insight and knowledge of individual strengths and weaknesses of peers that are mentored.
· Constructive Contributions: Comments and contributions are informed and supported by data and analysis. Provides productive, constructive comments. Analyzes lessons learned to contribute to an adaptive and flexible (“learning”) organization.  
· Supports Decisions: Is able to explain to others agency and park management priorities, decisions, policy, and direction as well as the rationale behind them. Once made, supports decisions of management teams. Participates in collaborative decision-making to arrive at well-substantiated and supported decisions. 
· Communications (Communicates up; no surprises): Regularly communicates and consults with supervisor. Consistently uses the appropriate chain of command for communications. Communicates “misses” and bad news as well as success.
· Implements Planning Actions: Works toward achieving annual and long-range actions identified in division and park work plans.  
· Visibility and Communication: Maintains positive interactions with all employees, volunteers, neighbors, partners, and others.     
· Prioritizes: Consistently completes high priority tasks identified by supervisor in a timely fashion.
· Safety:  Day-to-day behavior demonstrates a strong safety ethic and implementation of Operational Leadership principles. Continuously analyzes environments and situations for potential hazards, mitigates, and/or reports them to the level of his/her responsibility. Accidents and near misses are  reported. Wears personal protective equipment; equipment is kept in good working order; and safety supplies stocked. Regularly participates in drills/evacuations with the public and de-briefs afterward. At least annually participates in (non-drill) safety walkthroughs, safety simulations, or first-aid or safety-related training that has the goal to increase individual and/or group preparedness. Visitors are routinely informed of fire exits and safety routes and other potential hazards and their mitigations. [Note: This element may be excluded if employee has a separate Safety Critical Result.] 


	
Minimally Successful
	
The supervisor is routinely satisfied that all of the following are met:
· Customer Service: There is evidence that the employee achieves customer satisfaction 80% of the time; that is, there is evidence of success and satisfaction of audiences and individuals and that the service has met or exceeded audience expectations. This applies to both external (public) and internal (agency and park) audiences; customer service is not limited to the public component of the work. Employs diplomacy and tact.
· Communications: Serves as a reliable conduit for information to others at all levels in the division and park as well as with the public.   
· Teams and Relationships: Participates on teams. Develops positive team relationships with peers, supervisors, managers, other divisions, stakeholders, and external groups and helps to foster positive working relationships.
· Participates: Constructively participates and is consistently prepared for all facets of work including meetings.


	Unsatisfactory
	The minimally successful standard has not been met and the result has a demonstrable negative consequence one or more park teams requiring the removal or reassignment of the supervisor from the group.

	Narrative Summary

	Describe the employee’s performance for each Critical element.  A narrative summary must be written for each element assigned a rating of Exceptional, Minimally Successful, or Unsatisfactory. 


[bookmark: _gjdgxs]


	Rating for Critical Element :

[ ] Exceptional - 5    [ ] Superior - 4     [ ] Fully Successful - 3      [ ] Minimally Successful - 2    [ ] Unsatisfactory - 0




