Employee Appraisal Handbook - September 2009 (previous edition obsolete)		
DI-3100S NPS/NER Updated (June 2012) version 10-24-2012

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 

Volunteer Program
Coordination  

	Performance Measure:  For Collateral Duty Volunteer Coordinator

The employee oversees and monitors a dynamic volunteer program with tangible benefits for the public, the National Park Service, and is rewarding for the people who volunteer. The volunteer program is managed as a long-term stewardship and community engagement strategy. The volunteer program is administered in a professional manner; encourages active citizen engagement; builds positive relationships; and increases capacity and sustainability for the park and its programs. The employee is aware of national goals for the Volunteer-in-Parks program and acts locally to help meet those goals.   

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 #7 Volunteers in Parks: http://www.nps.gov/policy/DOrders/DO-7.htm 
· RM #7 Volunteers in Parks: http://classicinside.nps.gov/documents/RM7_final_draft_6_05.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: Accomplishments achieved by the employee or by park volunteers, (individually or as part of a team), or the park’s volunteer program are recognized by others as innovative, or as providing leadership at the park or community levels. This includes nominating volunteers or earning community, state, regional, or national awards recognizing volunteer efforts.   
· Affects Systemic Change: The employee shares innovative and effective strategies at community, regional, or national levels. These methods are models adapted and used in other places in the Service or community. Serves as a catalyst; actions accelerate the spread of ideas, and encourages innovation and peer-to-peer collaboration. 
· Results Exceed Goals: The park’s goals for this work were significantly and measurably met beyond the scope of 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, or community pilots or experimental programs. Monitors the work, its effects, and contributes substantive feedback and analysis of these pilot programs. Applies lessons and failures to recommend improvements.
· Increase Number of Volunteers: The number of park volunteers increase by 15% or more over the previous year or more due in part to actions of the volunteer coordinator. 
· Increase Volunteer Hours: Reported volunteer hours increase by 15% or more due in part to actions of the volunteer coordinator.


	
Superior
	
In addition to meeting the standards described under Fully Successful, the supervisor is routinely satisfied that the following are met: 
· Recognized Leader and Innovator (local influence): Accomplishments achieved by the employee or by park volunteers (individually or as part of a team), or the park’s volunteer program are recognized by others as innovative, or as providing leadership at the park or community levels. This includes nominating volunteers or earning community, state, regional, or national awards or other recognition of volunteer efforts.  
· Instructor: Programs and implements, as a coordinator and/or instructor, a regular schedule of (usually at least semi-annual) periodic training sessions or learning and development opportunities for volunteers. Provides this training to ensure that volunteers are kept current on topics such as: principles and techniques of self-directed and free choice learning; shared authority and audience-focused interpretation; park resources; research and scholarship (audience research and content area scholarship); procedures and guidelines; safety; future plans for the park, park goals, or accomplishments; partners and partnerships including cooperating associations; exposure to other divisions; national trends in museums or education; NPS and park news and updates; visits to similar sites; or other related topics. Provides periodic training to NPS employees about the park/region/national volunteer program (including park and national volunteer program goals and the value of the NPS-volunteer partnership relationship). Training may be in-person or technology-based (such as a webinar or via phone/conference call).
· Volunteer Feedback Opportunities: Provides regular, structured opportunities for volunteers to provide feedback to the park about the volunteer program, their experiences with it, their observations, and suggestions for improvement. Feedback is given to supervisors and/or park managers. This feedback may take the form of an annual or bi-annual (or more frequent) conference call or webinar, or in-person meeting, or other medium. This structured feedback is more than casual exchanges with park staff and involves more park staff than only the volunteer coordinator. 
· Increase Number of Volunteers: The number of active park volunteers increase by 5% or more over the previous year or more due in part to actions of the volunteer coordinator. 
· Increase in Volunteer Hours: Reported volunteer hours increase by 5% or more due in part to actions of the volunteer coordinator. 


	
Fully Successful
	
In addition to meeting the standards described under Minimally Successful, the supervisor is routinely satisfied that the following are met: 
· Liaison: Performs as an active liaison between the park and volunteers and between volunteers and management, other park staff, and partners.  
· Establishes Program Criteria: Develops and/or implements a program to meet park volunteer and park capacity needs. This usually includes proactively establishing criteria and guidelines for volunteering and the volunteer program that is tailored to meet park needs, rather than reacting case-by-case to public requests to volunteer. Establishes and communicates standards for attendance and performance to volunteers.
· Builds Menu of Volunteer Opportunities: Seeks out and offers a diversified menu of volunteer opportunities in a variety of positions, roles, and divisions. Seeks ways for the park to use and capitalize on the expertise and talents of a broad range of potential citizen-stewards of all ages. Seeks to create volunteer opportunities with a range of time commitments that fit a variety of personal circumstances and motivations to volunteer (such as ongoing volunteer positions; one-time or special event volunteer opportunities; limited-time volunteer projects; family or group volunteer opportunities; volun-tourism opportunities; service learning, etc.).
· Assesses and Recruits: Works to recruit and retain a cadre of active, regular volunteers. Researches and assesses park volunteer needs and implements recruiting strategies to sustainably meet those needs. Actions demonstrate a commitment to create as diverse a volunteer pool as possible. (Diversity could include reflecting demographics of the local area; seeking a mix of volunteers of different ages, genders, races, socio-economic and/or education levels; seeking individuals and groups; recruiting groups from profit and non-profit organizations, etc.). May work through local organizations, government agencies, or others to attract or coordinate volunteer participation.
· Retention:  With exceptions for volunteers who may leave or take a leave of absence due to health or personal reasons, the volunteer program reflects a 75% or more retention rate for the majority of active regular volunteers.
· Administration: The volunteer program is administered in a proactive and professional manner. Prepares position descriptions; interviews and is selective in accepting volunteers based on criteria; may assist with some aspect to submit background checks information or procedures (such as HSPD-12), if appropriate; communicates standards for performance, procedures, and safety; provides orientation and training; provides regular communication; provides regular feedback and opportunities to communicate back to park staff and management; trains or coaches interpretive performance, customer service, specific tasks, and/or other topics; regularly monitors and evaluates performance; nominates volunteers for awards (if appropriate). Materials produced for volunteers look professional. Actions comply with law, policy, and regulation, including equal opportunity.
· Corrective Action: Monitors, counsels, and takes appropriate corrective action if a volunteer does not meet program or conduct standards. 
· Training: Provides orientation for new volunteers. At least annually, participates as a coordinator or instructor or makes at least one volunteer training session or learning and development opportunity available to volunteers. (This may include: including volunteers in seasonal training sessions or other regular park staff training; principles and techniques of self-directed and free choice learning; shared authority and audience-focused interpretation; sessions on park resources; research and scholarship [audience research and content area scholarship]; procedures and guidelines; safety; future plans for the park, park goals, or accomplishments; partners and partnerships including cooperating associations; exposure to other divisions; national trends in museums or education; NPS and park news and updates; visits to similar sites; or other related topics. May provide training to NPS employees about the volunteer program.  Training may be in-person or technology-based (such as a webinar or via phone/conference call).
· Audits, Coaching, and Feedback: Ensures that volunteers who regularly present interpretation, provide customer service, or perform other tasks on behalf of the National Park Service are audited or performance is reviewed at least twice during the first year at a park; at least once a fiscal year after that. May perform the audits him/her self and/or coordinate with other park staff to conduct the audits and coaching to ensure that all volunteers are audited and receive in-person feedback by the end of the fiscal year. (There are wider benefits to the park including scheduling flexibility and employee development opportunities in the team approach to volunteer audits.) Provides constructive feedback and substantive comments in two-way discussions covering accuracy, interpretive content, techniques, delivery, presentation skills, and customer service. Feedback is documented in writing and given in person on the day of the audit with few exceptions (this feedback is usually brief, to the point, and not overly long). Volunteers are held to high standards for customer service and interpretation. Any deficiencies are diagnosed and corrected; inaccuracies are corrected. Volunteers’ performance is improved due to coaching. Orientation and customer service skills, content, and behavior are observed and audited as well. Any interpretive media and interpretation conveyed via technology (web, social media) is audited for accuracy, effective content, design, and presentation. Other tasks are reviewed and feedback is based on the norms for that task. 
· Special Event Volunteers: Volunteers for special events or other large scale events are welcomed; oriented; provided with safety information, applicable park/NPS guidelines; and equipment including any personal protective equipment; and thanked for their participation. Volunteer agreements are signed and complete. Performance is monitored throughout the duration of the event; any deficiencies (for example, unsafe practices; inaccuracies in content) are corrected in a timely and tactful manner. Living History Volunteers and Demonstrators: Ensures or arranges that living history volunteers and demonstrators comply with policy, regulations and guidelines. (For example, events that involve food or beverage preparation meet local, state, and Federal public health service standards; cultural demonstrations comply with NPS policy for cultural demonstration outlined in in DO #6; sale of handcrafted items [outside of the National Capital Region] comply with 16 USC 1a-2(g)). Historic Weapons: Ensures that historic weapons demonstrations meet standards for interpretive programming. Ensures that all uses of historic weapons strictly comply with the Historic Weapons Demonstrations Safety Standards in RM#6 with no deviations.  
· [bookmark: _GoBack]Data Driven Evaluation and Planning: At least annually (usually around the time of annual reporting deadlines), analyzes the past year’s volunteer data and accomplishments and uses the information available on volunteer.gov to draw conclusions, make adjustments and improvements, and develop recommendations to supervisors and managers to plan for the next year. Based on the data, analytics, and analysis, drafts for supervisor and management review a very brief (one-half to one-page) plan or bullets with (for example), three or four feasible recommendations for goals/actions for the volunteer program for the next year or may complete other volunteer program planning as directed by his/her supervisor.  
· Regular Communication, Strong Relationships, and Communicates “Up”:  Ensures regular, formal (written) communications with volunteers such as a monthly or quarterly electronic newsletter for volunteers. May provide options for volunteers to be added to mailing lists for park electronic newsletters or publications; or invite them to join park social media groups; or start their own groups or communications as additional ways to stay current and involved with the park and/or each other and the community. Regularly communicates “up” to supervisors and managers and “across” to park staff in all divisions about the volunteer program. Makes an effort to sustain strong, positive working relationships and communications between the park and volunteers, and between volunteers and management, park staff, and partners.   


	
Minimally Successful
	
The supervisor is routinely satisfied that the following are met: 
· Policy and Guidelines: The volunteer program is managed according to policy and guidelines outlined in DO #7 http://www.nps.gov/policy/DOrders/DO-7.htm  and RM #7 http://classicinside.nps.gov/documents/RM7_final_draft_6_05.pdf. 
· Welcome: Volunteers feel welcome as contributing members of the park community.
· Recognition and Appreciation: Volunteer service is recognized at least annually. Ensures that volunteer recognition efforts comply with DO #7 and other regulations especially as they relate to purchasing food and other fiscal requirements.
· Communication: Creates and conveys regular, formal communications directed to volunteers who serve the park.   
· Audits, Coaching, and Feedback: Volunteers are audited and coached at least once a year, although the feedback may not be documented or may be delivered several days after an audit or observation.  
· Reporting: All reporting (such as the annual volunteer program report at inside.nps.gov/volunteers) is accurate, complete, and submitted by deadlines as required. 


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

	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



