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The Principal Goal

 A professional and 
well-trained 
workforce manages 
and implements the 
concession program 
at the field, regional, 
and headquarters 
level
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Strategy Objectives

 Develop commercial services workforce expertise and 
skills to meet current program needs and long-term 
program goals

 Address program staffing, standards, structure, and 
recruitment needs

 Advance Commercial Services career opportunities 
and career development

 Identify staff training requirements
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Task Timeline

Workforce Analysis
September 2008 – July 2009

Competency Definition
July 2009 – April 2010

Organizational Management
March 2010 – September 2010*

Learning & Development
October 2010 – June 2011*

* Anticipated



Competency Definition
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What is A Competency?

 Competency: An observable set of skills, knowledge, 
abilities, and other characteristics an individual needs 
to successfully perform work duties or occupational 
functions. 

 Competency Model: A framework that describes the 
full range of competencies required to be successful 
in a particular occupation.

 Behavioral Indicators: Observable behaviors that 
individuals employ when they are demonstrating a 
particular competency.
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How Do We Use Competencies?

 Competency models serve as the foundation for 
human capital management tools and initiatives
- Position descriptions

- Hiring and selection 

- Training

- Career development

- Performance management

- Workforce planning
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Competency Model

 The model covers competencies needed across the 
concessions management career field

 Each competency contains specific behavioral 
indicators for:

- Grade Level
 Entry (GS 5 – 7)
 Intermediate (GS 9 – 12)
 Expert (GS 13 – 15)

- Location
 Park

 Region

 WASO
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Literature 
Review

Staff 
Interviews

Draft 
Competency 

Model

Working 
Group 

Validation

Survey 
Validation

Final 
Competency 

Model

Competency Definition Approach

Research & Development Validation

July- December 2009 January- March 2010 April 2010
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Four Competency Groupings

 General competencies applicable 
to all NPS employees:
- Core competencies 

- Supervisory, managerial, and leadership competencies

 Occupational-specific competencies 
for concessions management:
- Fundamental competencies

- Emerging competencies
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Concessions Management Model



12 Commercial Services Program

Concessions Management Competencies

 Legal and Regulatory Framework

 Commercial Services Development

 Monitoring and Evaluation

 Data Collection and Analysis

 Customer Service and Collaboration

 Business Acumen

 Negotiation

 Asset Management*
*  Emerging Competency



An Example Competency
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An Example Competency

Data Collection and Analysis

Understands, develops, and applies research designs and methodologies in order to 
conduct studies and collect relevant data.  Analyzes, evaluates, and interprets 
qualitative and quantitative data to aid decision-making and achieve results.

Knowledge, Skills, and Abilities

• Knowledge of general data analytic principles and techniques.
• Ability to determine specific information needed and identify the best approaches to 

obtain the data.
• Ability to organize and store information in an appropriate manner.
• Ability to use logic and reasoning to identify patterns, evaluate potential solutions, 

and solve problems.
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Behavioral Indicators – Entry Level

Park Region WASO

•Collects, compiles, and maintains 
qualitative and quantitative data 
related to commercial services 
(e.g., utilization statistics, 
correspondence, rate request 
data).

• Inputs data into appropriate 
computer tracking systems and 
databases (e.g., SharePoint, FMSS, 
PMIS).

•Searches for pertinent information 
using applicable computer-based 
databases (e.g., SharePoint, FMSS, 
PMIS).

•Requests additional information 
and data when initial submission is 
not adequate.

• Collects, compiles, and maintains 
regional data related to 
commercial services (e.g., 
utilization statistics, 
correspondence, rate request 
data).

• Inputs data into appropriate 
computer tracking systems and 
databases (e.g., SharePoint, 
FMSS, PMIS).

• Searches for pertinent 
information using applicable 
computer-based databases (e.g., 
SharePoint, FMSS, PMIS).

• Requests additional information 
and data when initial submission 
is not adequate.

• Collects, compiles, and maintains 
national data related to 
commercial services (e.g., 
utilization statistics, 
correspondence, rate request 
data).

• Inputs data into appropriate 
computer tracking systems and 
databases (e.g., SharePoint, 
FMSS, PMIS).

• Searches for pertinent 
information using applicable 
computer-based databases (e.g., 
SharePoint, FMSS, PMIS).

• Requests additional information 
and data when initial submission 
is not adequate.
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Behavioral Indicators – Intermediate Level

Park Region WASO
• Reviews and evaluates 

information to ensure the 
operator’s actions comply  with 
the terms and conditions of the 
contract. 

• Reviews quantitative and 
qualitative feedback from 
customers to identify trends and 
develop solutions. 

• Coordinates and/or conducts 
studies and analyses (e.g., market 
and financial feasibility studies, 
comparability studies) that 
inform decisions related to 
commercial services.

• Analyzes concessioner data to 
verify claims made by 
concessioner(s).

• Coordinates and/or conducts 
studies and analyses (e.g., market 
and financial feasibility studies, 
comparability studies) that 
inform decisions related to 
commercial services.

• Analyzes concessioner data to 
evaluate claims made by 
concessioner(s).

• Coordinates and/or conducts 
studies and analyses (e.g., market 
and financial feasibility studies, 
comparability studies) that 
inform decisions related to 
commercial services.

• Analyzes concessioner data to 
evaluate concessioner claims.

• Collects and reviews historical 
commercial services data to 
identify trends, inconsistencies, 
and areas for improvement.

• Identifies and provides the 
means for additional data 
collection when sufficient data do 
not exist.

• Supports all significant decisions 
or conclusions with data.
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Behavioral Indicators – Expert Level 

Park Region WASO
• Prepares and/or reviews 

detailed reports that 
summarize study conclusions 
and data analysis techniques 
used to reach those 
conclusions.

• Prepares and/or reviews 
detailed reports that 
summarize study conclusions 
and data analysis techniques 
used to reach those 
conclusions.

• Develops data collection and 
analysis guidelines for park 
and regional use.

• Prepares and/or reviews 
detailed reports that 
summarize study conclusions 
and data analysis techniques 
used to reach those 
conclusions.
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Competency Development Final Steps

 Competencies finalized

 Validation survey conducted

 Model finalized and documentation completed
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Implications for the Current Workforce

 Competencies can be used as a basis for:
- Conducting a competency assessment to identify 

training and development needs

- Revising standard position descriptions

- Identifying training and development opportunities

- Enhancing individual development plans with 
competency-related goals and development activities

- Aligning required competencies with career paths, 
promotion standards, and related training and 
development activities to provide employees with 
career maps
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Implications for the Future Workforce

 Moving forward, competencies can be used for:
- Updating and refining all selection materials to ensure a 

focus on critical competencies for each hire

- Informing the focus and development of a Commercial 
Services-specific onboarding program to assimilate and 
acculturate new hires into the Program

- Identifying knowledge management and transfer 
activities to aid in succession planning

- Guiding strategic workforce management activities and 
leadership decisions



Human Capital Strategy 
Upcoming Tasks
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Task 3: Organizational Management

 Staffing model

 Commercial services-specific onboarding program

 Standardized, competency-based 
position descriptions
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Task 4: Learning and Development

 Competency assessment

 Revised and updated training curricula and learning 
materials

 Career maps that link competencies to positions, 
promotion standards, and qualifications
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