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WELCOME TO SANTA FE, NEW MEXICO

About the Town

Santa Fe is the fourth largest city in New
Mexico. The city is well known as a center for
arts reflecting its multicultural character and
has been designated as a UNESCO Creative
City. The town and the surrounding areas
aftract many artists, who have come over
the decades to capture on canvas and in
other media the natural beauty of the
landscape. Canyon Road has the highest
concentration of art galleries in the city and
is a major destination for international
collectors, tourists, and locals. Santa Fe's art
market is the second largest in the United
States, after New York.

Santa Fe: The History

Santa Fe has arich culture and a deep
heritage. It is situated in the foothills of the
Sangre de Christo Mountains at the southern
end of the Rockies. The first pueblos were built
here between 1000 and 1400 A.D. Groups of
people have lived in Santa Fe ever since. New
Mexico became a territory of the United States
in 1848 with the Treaty of Guadalupe Hidalgo,
but was not an official state until 1912, when it
became the 47 state admitted to the Union.
Now, Santa Fe is a major center for art, much
of it inspired by the Native American heritage
and the beautiful landscape. Santa Fe
became the capital in 1610, making it the
oldest capital in America.



http://upload.wikimedia.org/wikipedia/commons/d/d3/Adobe_in_Santa_Fe_at_the_Plaza_-_Hotel_Inn_and_Spa_at_Loretto.JPG

VilelfelaI0lPA Advanced Facility Management Practices—Student Workbook

Climate and Weather

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec Year

Average high (°F) 43 49 56 64 |73 8311881183177 [ 66 52 44 | 65

Average low (°F)

16 21 26 32 40 49 54 53 46 35 27 16 34

Precipitation (in) 0.60 0.50 0.84 0.72 1.27 1.24 2.252.13 1.67 1.30 1.05 0.65 14.22

Snowfall (in)

Things to Do

AP 16 o 0 0 ©

Table 1: Source NOAA

o 0.4 20 &) 258

Places to visit ' Information

Georgia O'Keeffe
Museum

217 Johnson Street, Santa Fe, NM
$12; Sat-Thurs 10AM-5PM, Fri 10AM-8PM

Bradbury Science
Museum

45 minutes from Santa Fe (Los Alamos, NM)
Visit website: Lanl.gov/museum
Free; Tues-Sat T0AM-5PM, Sun-Mon 1-5 PM

Jemez Mountain Trail

Jemezmoutaintrail.org
3 hiking trails- South/Central, Northwest, and Northeast

Santa Fe National
Forest

www.fs.fed.us/r3/sfe

Taos Pueblo

Thr 15 minute from Santa Fe
The oldest building in the United States. Taospueblo.com; $10; Daily
(except for rituals) 8AM- 4:30 PM

Valles Caldera
National Preserve

Highway 4; vallescaldera.gov; free-$35

The New Mexico
History Museum

www.nmhistorymuseum.org ; Tues- Sun 10AM-5PM; $9 out of state
guests; $6 for NM residents

Canyon Road

Paved road lined with adobe homes that have been transformed into
art galleries. www.canyonroadarts.com

Randall Davey
Audubon Center

Tues-Sun 8-5PM; $2 admission; visit nm.audubon.org/center/

Places to eat

Jambo Café
2010 Cerrillos Road
(505) 473-1269

Del Charro

101 West Alameda Street

(505) 954-0320

The Shed

113 % E. Palace Avenue

(505) 982-9030

| @

Blue Corn Café & Brewery
133 West Water Street
(505) 984-1800

Café Pasqual’s
121 Don Gaspar Avenue
(505) 983-9340

Tia Sophia’s
210 W. San Francisco Street
(505) 983-9880


http://www.fs.fed.us/r3/sfe
http://www.nmhistorymuseum.org/
http://www.canyonroadarts.com/
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Course Agenda-Advanced Facility Management Practices (AFMP)
Student Version

Week 1

Monday, March 26, 2012

Time Session Title Guest Speakers

8:00 am-9:30 am Course Introduction and Welcome to the Betsy Dodson

Park

9:45 am-12:00 pm Student Presentations Students

12:00 pm-1:00 pm Lunch

1:00 pm-2:30 pm Fund Sources Debbie Brown

2:45 pm-4:45 pm Time Management/DLS#2 Planning Jeri Mihalic & Christy
McCormick

4:45 pm-5:00 pm Quick Reflection & Instructor Evaluation Course Coordinators

Tuesday, March 27, 2012

Time Session Title Guest Speakers

8:00 am-8:30 am Good of the Day and Announcements Course Coordinators

8:30 am-9:15 am Scientific Method Kate McCormick

9:30 am-11:30 am Excel Workshop Jason Huart

11:30 am-11:45 am Quick Reflection & Instructor Evaluation Course Coordinators

11:45 am-1:00 pm Lunch

1:00 pm-5:00 pm Field Experience Bandelier NM
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Wednesday, March 28, 2012

Time

Session Title

Guest Speakers

8:00 am-8:30 am

8:30 am-10:30 am

10:45am -11:45am
11:45 am-1:00 pm
1:00 pm-3:30 pm
3:30 pm-3:45 pm
3:45 pm-4:30 pm

6:00 pm

Good of the Day & Announcements

QA/QC and Intro to Work Types/ County
Fair

Unwrapping the PAMP

Lunch

Informal Visitor Contacts

Quick Reflection & Instructor Evaluation
Work Session

Working Dinner (attendance required)

Course Coordinators

Jeri Mihalic

Jason Huart & Jeri Mihalic

Richard Ullman

Course Coordinators

Course Coordinators

Students and Instructors

Thursday, March 29, 2012

Time

Session Title

Guest Speakers

8:00 am-8:30 am
8:30 am-9:45 am

10:00 am-11:00 am

11:00 am -11:45 am

11:45 am-1:00 pm
1:00 pm-2:00 pm
2:00 pm-5:00 pm

5:00 pm-5:00 pm

Announcements
Project Planning

One-on-One

Work Session

Lunch

Staffing Analysis and Alignment
Leadership Strategies and Skills

Quick Reflection & Instructor Evaluation

Course Coordinators
Christy McCormick

SEOT Chiefs

Jeri Mihalic &
Betsy Dodson

Jason Huart
Steve Wolter

Course Coordinators

@
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Friday, March 30, 2012

Time Session Title Guest Speakers

8:00 am-8:30 am Good of the Day & Announcements Course Coordinators
8:30 am-12:30 pm Writing Workshop Dr. Dana Anderson
12:30 pm-1:30 pm Lunch

1:30 pm-2:30 pm PAMPIn’ with the Chiefs SEQT Chiefs

2:30 pm-5:00 pm Strengths Based Leadership Steve Wolter

Saturday, March 31, 2012

Time Session Title

Guest Speakers

2:00 pm-2:30 pm Optional Check-in

Sunday, April 1, 2012

Time Session Title

Guest Speakers

11:00 am-11:30 am Optional Check-in
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Week 2
Monday, April 2, 2012

Time

Session Title

Guest Speakers

8:00 am-8:30 am

8:30 am-10:30 am
10:45 am- 11:30 am
11:30 am-12:30 am
12:30 pm-1:30 pm
1:30 pm-4:45 pm

4:45 pm-5:00 pm

Opening of Week 2 &
Announcements

Mid-term Exam
Meeting

Health and Wellness
Lunch

Work Session

Quick Reflection & Instructor
Evaluation

Course Coordinators

Course Coordinators
Course Coordinators

Jeremy Hackerd

Student Teams

Course Coordinators

Tuesday, April 3, 2012

Time

Session Title

Guest Speakers

8:00 am-8:30 am

8:30 am-12:00 pm

12:00 pm-2:00 pm

2:00 pm-4:00 pm

4:00 pm-4:30 pm

Good of the Day & Announcements

Work Session
Mentor Workshop

Student Lunch with Mentors

Work Session
Mentor Workshop

Quick Reflection

Course Coordinators

Steve Wolter
Betsy Dodson

Steve Wolter
Betsy Dodson

| @
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Wednesday, April 4, 2012

Time

Session Title

Guest Speakers

8:00 am-8:15 am

8:15am-10:15 am

10:30 am-11:30 am
11:30 am-12:30 pm

12:30 pm-1:30 pm

1:30 pm-2:30 pm

2:30 pm-4:30 pm

4:45 pm-5:00 pm

Evening

Good of the Day & Announcements

Mentor/Student Meetings

Asset Management Update
A Call to Action

Lunch

Presentation Planning
Mentor Field Trip

Advanced Scientific Method
Mentor Field Trip

Course Coordinators

Tim Harvey?

Vic Knox?2

Steve Wolter

Jeremy Hackerd

Quick Reflection & Instructor Evaluation Course Coordinators

Dress Rehearsal for Presentation

Students/Mentors

Thursday, April 5, 2012

Time

Session Title

Guest Speakers

8:00 am-9:30 am
9:30 am-11:30 am
11:30 am-1:00 pm
1:00 pm-2:00 pm

2:15 pm-3:00 pm

3:00 pm-4:00 pm

5:30 pm-8:30 pm

Individual and Group Photos

Presentations
Lunch

Presentations

Course Conclusion

Focus Group (Student)

Focus Group (Mentors, Tim, & Vic)

Group Dinner

Class

Students

Students

Steve Wolter
Betsy Dodson

Christy McCormick & Jeremy
Hackerd

Jeri Mihalic, Betsy Dodson, &
Steve Wolter

The Pink Adobe (Santa Fe)

@ |
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Introduction and Objectives of the Course

Course Goals
Following completion of this course, students will be able to:
¢ Plan operations, maintenance, repair, and alterations functions by completing an
Annual Work Plan.
e Revise plans through evaluation to fit within budgeted funds.
¢ |dentify and utilize human, paper, and electronic resources to guide decision-
making and planning processes.
¢ Analyze and evaluate data from multiple sources to inform planning and
management decisions.

Individual course objectives will be listed at the beginning of each session.

Course Syllabus

This course is divided into many objectives over a two-week period. The assumption is that you
will be completing pre-course work, presentations, and additional homework throughout the
two weeks. Some of this will take place after regularly scheduled course time.

Course Description and Rationale

Welcome to the second classroom course of the Facility Manager Leaders Program. This
course is designed for those charged with execution of the facility function in the NPS.
Participants include those enrolled in the year-long Facility Manager Leaders Program (FMLP).

Required Texts:

Daft, R. (2005). The Leadership Experience, Fourth Edition Canada: South-Western, Thomson
Corporation.

Rath, C. (2008). Strengths Based Leadership, First Edition: Gallup, Inc.
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Evaluation and Grading:
You will be graded on the following. The grading will be on a 1475-point scale. Each
requirement is assigned a point value.

1. Distributed Learning Session #1 Activities Presentation [300 points]: Your seven- to 10-
minute presentation will be graded based on the oral communication rubric.

2. Annual Work Plan Blueprint [175 points]: Each team will be required to submit a
Project Plan outlining the details of the Annual Work Plan.

3. Completion and submission of the BAND field experience [50 points]: This will be a
homework assignment during the AFMP course.

4. Sea Otter Island Group Presentations [500 points — 250 for presentation, 250 for
annual work plan and supporting materials]

5. Excel Exam [100 points]

6. Mid-Term Exam [200 points]

7. Class Participation [100 points]
Grading Scale

The grading scale and grades help you to track your progress throughout the course of study.
In order to receive a Certificate of Completion, you must maintain a “C” or better average.

A 90 -100%
B 80 - 90%
C 70 -80%
D 60 - 70%
F <60%

Cheating and Plagiarism
Throughout this rigorous course of study, it is expected that cheating and plagiarism will not
occur in any student projects, papers, developmental activities, or other assignments.

The definition of plagiarism is as follows:

A student must not adopt or reproduce ideas, words, or statements of another person without
appropriate acknowledgment. A student must give credit to the originality of others and
acknowledge an indebtedness whenever he or she does any of the following:

e Quotes another person’s actual words, either oral or written;
e Paraphrases another person’s words, either oral or written;
e Uses another person’s idea, opinion, or theory; or

oA
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e Borrows facts, statistics, or other illustrative material, unless the information is
common knowledge.

There are serious consequences for academic misconduct. Your assignment may not be
accepted, you may receive a lower grade, or you may receive a grade of F for the
assignment.

The Indiana University Academic Handbook states that faculty members have the
responsibility of fostering the “intellectual honesty as well as the intellectual development of
students....Should the faculty member detect signs of plagiarism or cheating, it is his or her
most serious obligation to investigate these thoroughly, to take appropriate action with
respect to the grades of students, and in any event to report the matter to the Dean of
Students. The necessity to report every case of cheating, whether or not further action is
desirable, arises particularly because of the possibility that this is not the student’s first offense,
or that other offenses may follow it. Equity also demands that a uniform reporting practice be
enforced; otherwise, some students will be penalized while others guilty of the same actions
will go free” (p. 172).
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STUDENT MATERIALS

Chapter One

N2 ARE
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STUDENT PRESENTATIONS

Objectives: At the end of this session, students should be able to:

o Describe how they applied concepts of asset management to their park and the ways
in which the DLS #1 activities reinforced these concepts.
Identify further needs in their oral communication skills.
Outline an understanding and the outcomes of their developmental activity.
Identify any change in behavior or skill level as a result of activities during DLS #1.
Outline how DLS #1 activities applied to the overall park mission.

Q)|15
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FUND SOURCES & FLREA

Objectives: At the end of this session, students should be able to:
e Conftrast how budget formulation and budget execution relate to fund sources.
e List five fund sources and their associated criteria.
e Describe the funding source process from Eligible Criteria to Formulated to Funded.
e Write a project description and justification as it relates to a fund source.
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PMIS Project Writing Tips

Good Descriptions Answer These Questions:
¢ What do you need?

¢ When do you need it (special projects or events, visitor increases) ¢
e Where do you need it?

e Who will be doing the projecte

¢ How many do you need?

Justifications should:
e Address WHY you need it.

e Be specific and deal in facts.

e Refer to specific standards (EPA, OSHA, etc.) that apply to or affect your request.
e Be brief.

e State how your request will affect the visitor.

e State how your request will affect the resource.

o State how your request will affect management objectives.

o State the consequences of your request not being met.

¢ Indicate how the resource would deteriorate, if applicable.

Measurable Results:
e Address the overall benefit of the project if accomplished (quantifiable, how it impacts

the visitor).

Q)|17
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TIME MANAGEMENT / DLS#2 PLANNING

Objectives: At the end of this session, students should be able to:

e Apply strategies to increase productivity by managing time on a day-to-day basis.
Develop time-management skills.
Develop a tfime-management plan.
List three practical methods to overcome time-management challenges.
Articulate their responsibilities for the DLS #2.
Provide feedback to the course coordinators.
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Time Management: Common Time Stealers

1. Shifting priorities and crisis management. Crisis management is most managers’
preferred form of management. The irony is that actions taken prior to the crisis could
have prevented it in the first place.

2. The telephone. The telephone, our greatest communication tool, can be the biggest
enemy to effectiveness if you don't know how to control its hold over you.

3. Lack of priorities/objectives. This is probably the biggest time waster. It affects all we do
both professionally and personally. Those who accomplish the most in a day know
exactly what they want to accomplish.

4. Aftempting too much. Many people today feel that they have to accomplish
everything yesterday and don't give themselves enough time to do things properly.

5. Drop-in visitors. Knowing how to deal with interruptions is one of the best skills you can
learn.

6. Ineffective delegation. Good delegation is considered a key skill for both managers
and leaders. This is probably the best way of building a team’s morale and reducing

your workload at the same time.

7. The clultered desk. If you can see less than 80% of it, then you are probably suffering
from “desk stress.” The most effective people work from clear desks.

8. Procrastination. The biggest thief of fime is not decision-making but decision avoidance.
9. The inability to say "no!" The general rule is if people can dump their work or problems
on to your shoulders, they will do it. Some of the most stressed people around lack the

skill to “just say no” for fear of upsetting people.

10. Meetings. Studies have shown that the average manager spends about 17 hours a
week in meetings, about six hours in planning time, and untold hours in follow-up.

Q) |
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Common Time Stealers Survey

Directions: For each time stealer listed below, place an “x” to signify whether it is a constant
time stealer, a time stealer fairly often, rarely a tfime stealer, or never steals your time.

Time Stealer

Constant Time Time Stealer Rarely a Time Never Steals

Interruptions -
Telephone

Stealer Fairly Often Stealer Your Time

Interruptions - Personal
Visitors

Meetings

Tasks You Should Have
Delegated

Procrastination and
Indecision

Acting with
Incomplete Info

Dealing with Team
Members

Crisis Management /
Emergencies

Unclear
Communication

Inadequate Technical
Knowledge

Unclear Objectives
and Priorities

Lack of Planning

Stress and Fatigue

Inability to Say "No"

Desk Disorganization

Email

Instant Messaging

| §
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Time Management Resources

1.

Write things down.
A common time-management mistake is to try to use your memory to keep track of too

many details. Using a to-do list is a great way to take control of your projects and tasks
and keep yourself organized.

Prioritize your list.
Prioritizing your to-do list helps you focus and spend more of your tfime on the things that

really matter to you. Divide your tasks into categories using the ABCD prioritization
system, where A denotes tasks that are very important and demand immediate
attention, and D indicates tasks that are less important or not due for a long time.

Plan your week.
Spend 15-30 minutes at the beginning of each week planning your schedule. Taking the

extra time to do this will help increase your productivity and balance your important
long-term projects with your more urgent tasks.

Carry a notebook.
You never know when you are going to have a great idea. Carry a small notebook with

you so you can capture your thoughts. If you wait too long to write them down, you
could forget them.

Learn to say no.
Many people become overloaded with work because they over-commit. Learning to

say no to low-priority requests will free up time for things that are more important.

Think before acting.
How many times have you said yes to something and later regretted ite Before

committing to a new task, stop to think before giving your answer. This will prevent you
from taking on too much work.

Continuously improve yourself.
Make time to learn new things and develop your natural talents and abilities.

Continuously improving your knowledge and skills increases your marketability, can help
boost your career, and is the most reliable path to financial independence.

Think about what you are giving up to do your regular activities.
Evaluate regularly how you spend your fime. In some cases, the best thing is to stop

doing an activity that no longer serves you so you can spend time doing something
more valuable. Consider what you are giving up to maintain your current activities.

Use a time-management system.
Using a time-management system can help you keep track of everything that you

need to do, organize and prioritize your work, and develop plans to complete it.

O |2
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10. Identify bad habits.
Make a list of bad habits that are stealing your time, sabotaging your goals, and

blocking your success. Then work on them one at a time to systematically eliminate
them. Remember that the easiest way to eliminate a bad habit is to replace it with a
better habit.

11. Don't do other people’s work.
Doing this takes up time that you may not have. Instead, focus on your own projects

and goals, learn to delegate effectively, and teach others how to do their own work.

12. Keep a goal journal.
Schedule time to set and evaluate your goals. Start a journal and write down your
progress for each goal. Go through your goal journal each week to make sure you are
on the right track.

13. Don’t be a perfectionist.
Some tasks don't require your best effort. Sending a short email to a colleague, for

example, shouldn't take any more than a few minutes. Learn to distinguish between
tasks that deserve to be done excellently and tasks that just need to be done.

14. Beware of “filler” tasks.
When you have a to-do list filled with important tasks, be careful not to get distracted

by “filler” tasks. Organizing your bookcase or filing papers can wait until you tackle the
items that have the highest priority.

15. Avoid “efficiency traps.”
Being efficient doesn’t necessarily mean that you are being productive. Avoid taking
on tasks that don't need to be done at all just because they can be done efficiently.
Getting things done doesn’t mean you are actually accomplishing anything significant.
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STUDENT ACTIVITY
Name That Strategist

Directions: Match each time-management strategy to one of the strategists in the Strategist
Person Bank.

Strategist Bank

1. Mark Denker 4. Christy McCormick 7. Elwood Lynn
2. Zach Carnagey 5. Betsy Dodson 8. Bill Osternhaus
3. Steve Herzog 6. Michele Proce 9. Jeri Mihalic

As a former AO Officer, | establish overall goals that | break intfo smaller “bites.”
Then each day | prioritize the small things that will help me reach the big goal.

| consciously keep my work area in Washington, DC—both physical (desk) and IT—
organized. It helps eliminate a sense of being overwhelmed and out of control.

As a former FMLP student, | often reserved the early hours on weekend mornings for
FMLP work. That way, when my family got up, | could spend the day doing family
stuff without being distracted.

If you step back and look at the big picture—my big picture is in Alaska—you
realize that life will continue whether you are there or not—so allow for and take
the personal time needed to make your life complete on all fronts.

As the Chief of Maintenance at my park, | create a list of major work tasks that
need to be addressed in the upcoming month. ltems with external due dates are
annotated with dates to help prioritize.

If you can do something in five minutes or less, just do it. Don't put it off.

Reward yourself for doing tasks you don't like with doing tasks you do like (my
reward is creating a new Excel workbook after completing monthly reports).

Know your levels of energy and take advantage of the time when you have the
most—for me it's the morning. | do more critical/complex tasks in the morning and
save the more routinized tasks for the afternoon.

| make my work-out classes—in sunny Californio—part of my daily schedule. | also
make sure | use my “use or lose” leave each year rather than give it away.

Q) |2
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DLS #2 Schedule

Directed Field Activity- Field Experiences

TBA

Web Conferences

Check e-portfolio site for date and
fimes

DLS #2 Self-Assessment

April 15,2012
DLS #2 Individual Development Plan April 15, 2012
Fire Extinguisher e-course April 25, 2012

Request for Developmental Activity

Due to Mentor: April 27, 2012
Final Due: May 6, 2012

PMIS Narrative May 20, 2012
OSHA E-Tools Topics (one-page write-up required) | May 23, 2012
Facility Condition Assessment Survey e-courses June 13,2012

Portfolio- Biography and Application for Graduation

June 24, 2012

Directed Field Experience- Critical Analysis Paper July 8, 2012
NPS QABECS e-course July 11,2012
Dlrgcted Field Experience- Final Field Experience July 22, 2012
Write-Up

Porffolio- Arifacts July 29, 2012

Schedule Poster brainstorm call

August 1-14, 2012

Developmental Activity due

August 3, 2012 (to your mentor)
August 12, 2011 (final)

Poster -Title, Photos, Quote, Theme

August 5, 2012

Structural Fire e-course

August 15, 2012
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Portfolio- Infroduction August 26, 2012
Poster - Final September 2, 2012
Portfolio- Framing Statements September 2, 2012

FMLP Leadership Excellence Award-nomination due September 5, 2012

My Personal Philosophy of Leadership-Revisited Due to Mentor: September 7, 2012
Final Due: September 16, 2012

Critique of your FMLP Experience due Due to Mentor: September 28
Final Due: October 7, 2012

NoAPE
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Assignment Details

Directed Team Activity: Schedule and Assignments

Working in teams of three or four, you will be assigned a real park and, with the facility
manager, will develop and propose a product to present to park management. You will be
expected to work with each other and the management team at the park. Some of the work
can be done off-site, but the work will require that you travel to the park and work with the
management tfeam to “ground truth” the information you have collected and the
recommendations you are making.

This assignment, along with your Developmental Activity, will make up the bulk of your grade
for the Distributed Learning Session (DLS) #2. As such, you will have resources available to you
to ensure that you are able to complete this assignment successfully.

Independent Study Assignments
Assignment: SEOT PMIS Project Narratives
Due: May 20, 2012

Description: Based on the Project Work Orders spreadsheet and the SEOT Location
Hierarchy and Asset Hierarchy report (both located on the e-Portfolio site), write a draft PMIS
project in the Test PMIS Database. Only complete the project through the Project Narratives
page (i.e., only the first two pages of PMIS). You will not submit this assignment to the e-
Portfolio site — it will be assessed directly in PMIS —so it is crifical that you include your name as
the Project Contact Name on the Project Information page of PMIS if you want to receive
credit. For more guidance on this assignment, please download the FMLP PMIS Assignment
Guidance document from the e-Portfolio site.

Assignment: Briefing Statement
Due: July 15, 2012

Description: As a team, write a briefing statement, using the QABECS System, regarding the
plan that your team created with the park during your field experience. Your audience is the
Facility Manager and Superintendent of the park that you visit.

As you write this briefing statement, think about your audience. What does the Superintendent
want to heare What does s/he need to know? Is this different from additional information you
might provide to the Facility Manager? Within the structure of the briefing statement template,
you should also include:

¢ The outcome of the planning process in this park

e Suggestions for updates to the PAMP (if any)

e Suggestions for next steps

Although the briefing statement will be saved in QABECS, you should export it info Word to
submit it for grading; you should also include all written documentation of the plan. After
grading, the documents should be sent to the Park as a culmination of the planning process.
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Assignment: My Philosophy of Leadership — Revisited
Due: September 16, 2012

Descrip’rion: This 7-10 page, double-spaced, Arial 12-point font, 1-inch margin paper
provides students with a chance to revisit their leadership philosophies that were developed
during DLS #1. It should reflect on the knowledge gained in this course and your personal
experiences with leadership in the past year.

Besides summarizing your previous philosophy of leadership, you should analyze how the
philosophy you wrote materialized into action. What are some specific examples of your
experience of trying to apply this philosophy? What were the resultse Additionally, reflect on
how this course impacted your philosophy of leadership, what you learned during the course,
and how it impacted you as a future leader in the field of facility management in the National
Park Service. What kind of revisions (minor or significant) do you need to make to your
philosophy, if any?2

Models, visual representations, and/or organized outlines or templates are strongly
recommended in this paper. In addition, you should use articles, books, and other references
to support your reflections and cite them appropriately.

Who is your audience?
e Your audience has never met you.
e Your audience has a conceptual knowledge of the National Park Service (NPS), but has
never worked for the NPS.

What about sources?
¢ Use them and cite them appropriately. Go to www.citationmachine.net and use either
Chicago style or APA style. You will not be penalized for using one or the other.
e Although this is about your own philosophy, you will need to draw on experts in the field
of leadership to support your claims.

Assignment: Critique of your FMLP Experience
Due: October 7, 2012

Description: This 2-3 page, single-spaced paper should provide feedback to the course
coordinators and developers concerning your feelings on both the positive and negative
aspects of the FMLP. What were the highlightse What could be improved for future classes?
What recommendations do you have for topics that should be included or removed from the
course of study?e

Q) |2


http://www.citationmachine.net/

VilelfelaI0lPA Advanced Facility Management Practices—Student Workbook

Developmental Activity: Schedule

You are required to do one Developmental Activity during Distributed
Learning Session #2.

1. Complete your Request for Developmental Activity (or activities), and send it to your
mentor for review.

2. Afterreviewing comments given by your mentor, upload your Request for Developmental
Activity to the e-portfolio site.

3. Conduct your Developmental Activity.

4. Submit your Developmental Activity final report, including completion of the Request for
Developmental Activity form, written reports, and other materials that support your activity,
to your mentor for review. Make necessary adjustments based on your mentor's feedback.

5. Afterreviewing comments given by your mentor, upload your Developmental Activity on
the e-portfolio site.

Remember that your individual developmental activity should be a direct result of the revision
and update of your Individual Development Plan (IDP) and your self-assessment. The activity
should directly address one or more of the gaps you have identified in these two documents.
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Developmental Activities: List of Activities

1. Analyze FMSS deferred maintenance data and develop a PMIS proposal to address the
backlog.

2. Conduct or participate in a Comprehensive Condition Assessment in your park or

nearby park.

Develop emergency plans for two to four assets and conduct an emergency drill.

Develop a proposal for purchase of a PDA and implementing Mobile FMSS. If

approved, track any changes in efficiency and prepare a report for senior

management detailing cost savings and benefits.

5. ldentify one future project which requires compliance, enter the project in PEPC, and
work with the resource management staff as they conduct their review and analysis of
the project.

6. Keep weekly records of a long-term project being conducted at your park and track

planning and work in the FMSS.

Develop and deliver an in-house training for Mobile FMSS.

8. Develop an annual budget plan, including personnel cost, for one maintenance
activity PWE.

9. Develop a fleet-use matrix utilizing alternative fuel vehicles.

10. Submit a Completion Report for a project or activity.

11. Job swap with a neighboring park.

12. Develop an Approved Product List for your park with an interdisciplinary team.

13. Using the latest CRV calculator, redo your park's CRVs for twenty assets.

14. Create a year’s budget for your maintenance division, or a portion of your division if you
have more than twenty employees, using a spreadsheet that will be provided.

15. List all the PMs for a FY that the assets should receive, and produce a schedule for when
they should happen. Determine the cost of these PMs.

16. Present to the park Management Team the application of FCI and API to priority setting
for the Servicewide Comprehensive Call.

17. Create and lead an inter-divisional feam in developing a list of assets that could be
"de-commissioned."

18. Develop a Briefing Statement for your park on Asset Management and/or Maintenance
Backlog.

>

~
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Portfolio Guidance

**Portfolio is due at Capstone 2012

What is the Capstone Porifolio?
A Capstone Portfolio is a body of work that:
e Is a comprehensive representation of your individual growth and achievement during
your year as a student in the Facility Manager Leaders Program (FMLP).
e Showcases the skills you have gained/perfected throughout the course of study.
Is organized and explained in a logical way.
e Serves as a marketing tool for present or future employment ventures — your skills and
research are made tangible to a prospective employer through the portfolio.
e Provides the opportunity for you to demonstrate what you think about the knowledge
you acquired during this year's course of study and related professional experiences.
e Serves as the basis for self-reflection and acts as the foundation for a conversation
between you and your fellow classmates, members of the Servicewide Maintenance
Advisory Committee (SMAC), and other divisions within the NPS.
e Isasum of your competency development this year.

What is the purpose of the Capstone Porifolio?
Your Capstone Portfolio serves the following purposes:
¢ To highlight the specific competencies that you have mastered during the FMLP (or are
beginning to master). The process should help you to document the quality of your
work, both in your courses and during your Interim periods.
e To allow you toreflect on your growth and development in the professional practice of
facility management.
e To be used for performance reviews or as a tool for job interviews. Think of it as an
expansion of a job resume. A portfolio can provide the hard evidence of the
professional experience that an interviewer might be looking for.

What do | include in my Capstone Portfolio?

Your portfolio should include a selection of “artifacts,” which are defined as personal
representations of your knowledge base. Artifacts you may want to include in your portfolio
are your independent study papers, PowerPoint presentations, PAMP analysis paper, and
developmental activity reports. You will decide on the artifacts that best illustrate your
individual growth and achievement during your year as a student in the Facility Manager
Leaders Program (FMLP). Ask yourself first, “What do | know as a result of this year-long course
of study?2”, then, “How can | display that knowledge?” Each artifact should be accompanied
by a framing statement, or brief description of why you chose it and why it is significant to you.
Your artifacts are the “core” of your portfolio, and you may find a common theme that ties
them together, such as leadership or personal and professional growth and development.
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What will the Capstone Portfolio look like?

A three-ring binder, tabs, clear paper sleeves, and professional paper will be mailed to you in
the upcoming weeks. It is your responsibility to design and piece together your portfolio using
the supplies we provide as well as any other materials you would like to add. These
components, along with your chosen artifacts, framing statements, and mini biography, will
make up your portfolio. You will determine the order of the contents in your portfolio. However,
the contents should have a specific purpose and flow, separate sections for separate topics,
and language that is as professional and brief as you learned in your technical writing session
during Advanced Facility Management Practices (AFMP).

Creativity

We would like to see your personality shine through in your portfolio. Please personalize your
portfolio and use your own creativity. The portfolio must include but is not limited to the
following:

Portfolio Contents
A. Demographic Sheet:

1. Name
2. Professional Photo
3. Personal Biography
a. Number of years in the NPS
b. Specific jobs and number of years at each park
c. Your personal best leadership experience and best memory in this program (100
words maximum)
d. Professional aspirations and goals (50 words maximum)
e. Why is the NPS important to you? (50 words maximum)
f. Aninspirational quote, leader, or idea you would like to share

B. Infroduction and Table of Contents

A short introduction of about 200 words should set the stage for your portfolio and let your
reader know what it contains. It should be followed by a table of contents. See the afttached
sample.

C. Artifacts and Framing Statements (see attached samples)

You should include at least five artifacts, which can include the following:

A Developmental Activity Write-up

A copy of the PowerPoint used for an oral presentation you have given

A homework assignment you are particularly proud of (such as Flight 93 worksheet)

A paper that you have written, such as an independent study project

A copy of areport or product that you have helped to develop at a Park (fictional or
real)

6. Anything else of significance you wish to include

A

Your framing statement could answer some of the following questions:
1. Why did you choose this artifact to be included in the portfolio?
2. How does this artifact relate to the theme of the portfolio?

O |
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3. How did creating this artifact increase your learning?

4. How does this artifact relate to the professional practice of facility management?

5. What changes would you make in this arfifact based on what you learned in classes
later?

6. Did you implement the idea represented in this artifacte If so, what was the resulte What
changes would you make?

7. What future growth might arise from this artifacte

D. Completion Certificates

You should include completion certificates from all of the training and education courses you
have completed in the past two years. These should be printed in color and placed in the
back of the portfolio in the clear sleeves provided.

E. Current Resume
This is your opportunity to update your resume and include it in your portfolio.

Note: Many of the assignments listed below are assignments from the
FMLP classes of 2007 and 2008. Since then, the assignments have
dramatically changed. Please use this sample as a reference to better
learn of the purpose of framing statements.
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Portfolio Infroduction (sample)

The purpose of this portfolio is an attempt to highlight both the philosophical and the practical
as a demonstration of a whole body of knowledge. The artifacts selected were done so to
highlight the manner in which | took what | had learned and assimilated it into my reality as an
adult educator and, in turn, into my professional life. Some reflect personal philosophies, such
as my personal philosophy of adult education; some are research-based, such as a book
review of Kirkpatrick’s Four Levels of Evaluation; while others actually show the practical
application of models or adult education "in action.” There are also artifacts that attempt to
shed some light on constructivist theory and the difficulties encountered with an online
learning environment as opposed to a classroom environment. It is my hope that this
compilation shows a full picture of my body of knowledge in adult education.

This particular body of knowledge, however, is grounded in the area of fraining, where the
primary purpose of the organization is not to educate adults, but rather to serve as a means to
improve organizational effectiveness. Although | am an employee of Indiana University with an
academic appointment, the focus of my work is in the area of training and education. The
elements provided here, however, highlighting the theme of applying philosophical and
theoretical foundations into practice, could be applied to community-based education,
outreach adult education organizations, and formal adult education institutions.

Table of Contents ([SAMPIE) c..oouiceieeieieieeeeeee e Tab
BIOGRAPHY ettt e et e e e e e e e eesabara e e e eeeeeeeeantaraeeeeeeeenns Biography
ARTIFACTS
SEOT Park Asset ManagemeNnt PlON.........oooiiiiieee et Artifact 1
SEOT Data Analysis DOCUMENTATION ...cccuiieeiieeeiie ettt Artifact 2
Fort Sumter NHS PAMP — DrOft. ... Artifact 3
Individual Report on the Fort Sumter PAMP EXperiencCe .......cccvvveeveveeevccnvveeennenn. Artfifact 4
Presentation Made at National Conference Relating to Acting Detail.............. Artifact 5
RESUME ..ottt et e st e e st e et e e e sbeeesbeeesbeeensbeeesseeeenseeennseeas Resume
CERTIFICATES .ottt e e s eaee e e e e e e e eanees Course Completion Certs
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Biography (sample) My photo here

Christy McCormick

Number of Years at Eppley: 8
Positions Held:

Deputy Director

Associate Director
Program Manager

Project Manager

Project Coordinator
Project Associate

Personal Best Experience: My involvement in the Facility Manager Leaders Program
(FMLP) has been one of the most enriching experiences of my professional career. | feel very
fortunate to work with the individuals involved in developing and presenting this program, but
it has been most fulfilling to work with the students. | have found them to be engaged,
ambitious, and dedicated, and, above all, consummate professionals taxed with the balance
of excelling in a rigorous educational program and, at the same time, fulfilling the
requirements of their day-to-day jobs.

Professional Aspirations and Goals: | would like to continue my work with the Park
Facility Management Division (PFMD) and enhance my professional growth through the
exploration of new techniques and methods of delivery to maximize learner engagement.
With each successive visit to a park/unit, | learn more about the challenges faced by today’s
facility managers in the National Park Service (NPS). My goal is to assist these professionals in
their growth to help them in the stewardship of the country’s most important cultural and
natural assets.

The National Park Service is important to me because: | have neverin my
professional career met a more dedicated and diverse group of individuals. This is particularly
true with my interaction with those individuals in the field of facility management. They have
educated me in the importance of the care of a diverse asset portfolio and the importance of
the mission of the NPS, which is to “preserve unimpaired the natural and cultural resources and
values of the national park system for the enjoyment, education, and inspiration of this and
future generations.”

A Quote that inspires me: | will finish with a quote that | read in my first adult education
course, Infroduction to Adult Education and Theory. One simple sentence helped me begin to
define my personal philosophy in my pursuit of a graduate degree in adult education. It also
helped me to define why the development of a working philosophy has improved my
effectiveness as an adult educator. “Theory without practice leads to an empty idealism, and
action without philosophical reflection leads to mindless activism” (Elias, J. L., & Merriam, S.
[1980]. Philosophical foundations of adult education. Malabar, FL: Robert E. Krieger).
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Artifact #1-Framing Statement (sample)
Personal Philosophy Paper
Submitted: May 1, 2010

Introduction

This artifact was written as the final project for my first course in adult education and was the
first formal paper | had written in almost twenty years. | chose this as my first artifact because
the definition of a personal philosophy assisted me in all of my subsequent courses. It also
required reflective practice to link my thoughts and beliefs about adult education with
reflection. Reflective practice is a system that | try to incorporate in all of my coursework.

<PERSONAL PHILOSOPHY PAPER HERE>

Conclusion

By reflecting on my own personal beliefs and values in adult education philosophy and
understanding the “why,” this paper was a benefit to all subsequent classes. | used it as a
foundation but also incorporated new information and, perhaps subconsciously, | modified my
initial philosophical leanings expressed in this first attempt. Further reflection cemented those
concepts | identified in that first paper. Finally, the direct application to my professional
practice benefited from this articulation of my beliefs and values.

Portfolio Assessment

How will the portfolio be assessed?

The scoring rubric below will be used to assess your portfolio. Three evaluators will assess each
portfolio. Their scores will be averaged to comprise the student’s final portfolio score (Rubric
subject to change).
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Portfolio Presentation Rubric

[ Objective| ~~~~~~ Citeta 0000000000000 | 000000
/] s | 10 |Poinis| Comments |

Infroduction|contents are not

Artifact
(Framing)
Statements

Resume

Bio
Statement

Creativity

Introduction is vague
and primary thesis is
absent. Portfolio and its

Portfolio theme is loosely
established and linked to
the contents of the portfolio.
Introduction is weakly
developed and ideas are
vague and general in nature

referenced or
thematically linked to
each other.

Statement is unclear in
revealing why it was
selected for inclusion.
Statement is not tied to
portfolio theme.

Statement is confusing
and/or loosely linked to the
theme of the portfolio.
Learning is alluded to but
not overtly stated.

Resume is obviously Resume is partially updated
outdated and not but does not reflect the
currently relevant to the [FMLP experiences. The
experience and status of document is not readily

the student. useable for a job posting.

Statement is not
relevant to student or  of activities and

student experience. involvements; material is
Nothing is learned about general and reader has no
the student in the sense for the individuality of
statement. the student.

Additional points may be

rewarded for creativity

and exceptional

presentation and writing.

Statement is merely a listing

Student Name
Name of Evaluator

36

A theme is clearly established
and links to the entirety of the
portfolio presentation.
Introduction thoroughly
explains presented ideas and
strongly links to the contents of
the portfolio.

Statement is expressive and
explanatory of why it
represents the student’s
progress over the FMLP
course of study. Material is
presented as part of a
comprehensive thematic
presentation of student
materials and discusses the
student’s learning. Artifact
statement reflects student
growth and forecasts future
learning or growth.

Material is fully updated and
reflects current employee
status. Document is usable in
a job application context.

Statement reflects the
activities and interests of the
student in a compelling and
interesting way.

Total
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Poster Guidance

What is a poster presentation?

A poster session combines text and graphics to make a visually pleasing presentation.
Typically, a professional poster involves showing your work and/or experience to numerous
colleagues, researchers, supervisors, or other interested parties at a conference or seminar. As
viewers walk by, your poster should quickly and efficiently communicate your experience.
Unlike the fast pace of a slide show or verbal presentation, a poster session allows viewers to
study and restudy your information and discuss it with you one-on-one. Often you are also
required to give short presentations on your research every ten or fifteen minutes. You should
be prepared to do so for this assignment.

What are the specifics of the FMLP Capstone Poster Presentation?

The FMLP Poster Presentations will be delivered during the Capstone course. Your poster
presentation will be, in part, a graphic representation of your experience as a student in the
FMLP. Additionally, you will be expected to give short presentations (about five minutes) on
your poster content. Most likely you will be presenting to a small group of individuals at a time.
Keep your presentation professional but also informal and interactive, giving your audience a
chance to respond to the presentation and ask questions about your experiences in the
program.

Who is my audience?
Your readers/attendees will have some background knowledge of the Facility Management
career field. Be ready to address the expected audience of the poster presentation. Expected
attendees include:
e Department of Interior (DOI) and National Park Service leadership
PFMD leadership
Servicewide Maintenance Advisory Committee (SMAC) members
Course managers and designers
FMLP Mentors
The “intelligent layperson”

What should be on the poster?

Write your poster for the readers who have background knowledge, but you may wish to
prepare supplemental information to hand out to your audience. Be sure to "announce”
during your presentation that handouts are available (optional). If you do not have time to
prepare detailed supplements, at least tell individuals who need more information that you
can talk to them in greater detail after your presentation.

Draft several alternative texts for posters and ask a wide range of viewers to tell you which
ones seem clearest. A poster design that is simple and eye-catching will help you grab the
aftention of passersby and make your graphics, message, and text clear, understandable,
and concise. Staff members at the Eppley Institute will assist you in preparing text and graphics
for your poster.

NoAEY
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The preparation for your poster takes longer than you might think, so get started right away
and adhere to the deadlines given. For more specific information on the contents of the
poster and deadlines for the project, please see the deadline calendar at the end of this
section.

What should | present, and how?

The poster session presentation should tell the viewer WHAT, WHEN, WHERE, HOW, and WHY, as
well as SO WHAT?2 and/or NOW WHAT?2 You should be able to answer each of these questions
in a sentence or two, using language that the intelligent layperson can understand. In more
formal "research" terms, these are often listed as INTRODUCTION & RATIONALE, RELATED
LITERATURE, METHOD, FINDINGS, AND IMPLICATIONS. Using this outline, you can craft a
presentation about your experience, research, or project that will keep most people
interested.

How is the porifolio incorporated into the poster presentation?

The FMLP portfolio is your reference work for your poster session and is a competency
summation for your experience. You should refer to it in your presentation and use it in the
presentation if you can. One method is to simply refer to it and indicate what is in it, what it
represents to you and your experience in the FMLP, and that it is available for review. Another
method might be to refer to it directly and, toward the end of your presentation, actually
hand it to an audience member, encouraging him/her to look at it and pass it around. A third
approach would be to include a summary of the portfolio on the audience handout.
Whatever method you choose, be sure to refer to the portfolio and the culmination of this
experience, including your Personal Best Leadership Experience.

Tips for the Poster Presentation

e Thisis not as formal as a speaking presentation at a conference or meeting. While your
dress and overall style should meet standards for professional presentations, your
approach may be more personable with handshakes, introductions, and sharing with
the audience before you start your presentation. Think of it as “gathering people up in a
net” before you present. If you rush with the net, they'll scare off and you'll have to
chase them—a bad thing to do in the field and at a professional meeting. If you move
too slowly or jerkily, you'll never catch them. Use the strength of your personality and
your confidence to gather an audience and start your presentation.

¢ Relax a bit and enjoy this poster session. Remember, there is no one in the room who
knows more about your experience and position than you do.

e Even though listing your method (when, where, how) is very important, most people are
more interested in the "why" (what was it that led you to the action research or
professional development opportunity your poster describes) and the "so what" (what
are the implications of your work for you as a student or facility manager, or for your
park, the NPS, the field), and the "now what" (what follow-up is intended for you, the
NPS, your park, etc.).

e Be sure to have some sort of handout to accompany the poster session. This can be a
reproduction of the text displayed (five or six pages), or it might be a summary of the
work (one page). Sometimes people hand out other "artifacts"—samples of work and a
list of related references, an activity guide or unit/lesson plans, etc. It's important to
have something for people to take away; we all like to receive handouts!
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Provide information about where/how you can be contacted, both on the poster and
in any handouts. You may want to include some business cards in your portfolio for
attendees to pick up or for you to distribute.

Don’'t stand directly in front of your poster. Stand off to the side so your audience is able
toread it.

Try not to get too engrossed with one individual, since this will prevent others from
viewing your poster or asking questions.

Don’t read directly from your poster. Prepare talking points based on your poster
content. Never turn your back to your listeners. If you think you will need to be reminded
of your poster’'s content, make a printed copy to reference during the presentation.
Allow your audience to read your poster and take in all the information provided. After
a time, ask them if they have questions or if you can elaborate on any specific poinfs.
Use your portfolio to add more in-depth information.

Enthusiasm is contagious. If you're excited about your work, your audience will be, too!

Problems to Anticipate

Problem 1 - A viewer asks questions during the presentation that disrupt the experience
for others.

Common problems like this occur, and you must indicate to the viewer that you are
very interested in discussing these issues with her and others after the overall
presentation and specifically ask her if she would stay after to talk.

Problem 2 - No one comes to your poster.

Walk over to your next-door neighbor and ask her to stand by you in between your
two posters. Two people together often attract other people. If a viewer walks by
and seem:s interested, you can ask her if you can give her more information, then
pass her on to your neighbor poster presenter.

Problem 3 - Viewers indicate that they do not have a lot of time for your presentation.

Give them the two-minute, high-point, “geez, | am excited” presentation. It will
make a difference and they may stay and ask more questions.

Problem 4 - Viewers look at the poster but seem like they do not want to engage in
talking to you.

Is that so bad? Maybe, but it might just be the nature of the viewer. Ask her if you
can give her any more information, where she is from, or if she likes your poster. Be
conversational and smile!

Problem 5 - A very good poster and presentation next to mine is dominating the
presentations.

Why not hang out on the outskirts of the other poster’s viewers and take notes about

how you can improve?¢ Then you can make contact with other viewers who may
then turn to you for comment, advice, or questions.
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e Problem é - Anything else can and will happen.

Be flexible and have fun. Remember, you are the expert on YOUR poster session and
this is about you, your opinions, your experiences, and your abilities.

Poster Elements
1. Photos and Visuals
e An appropriate size for photos is usually 5" x 7". You may wish to have one photo that is
larger, but do not use any prints that are smaller than 5" x 7". A graphic designer will be
sizing your photos, so use the highest resolution possible.

e The photos or graphics should help you to limit the text you include on the poster.
Remember, a picture is worth 1000 words!

¢ You may wish to use other graphics, but they must be in digital format, saved as a jpeg.
and at least 300 dpi. You can have images scanned at a business like Kinko's. Images
include:
o Maps
o Charts
o Graphs

2. Text
e Preparing a posteris very different than writing a paper. Your goal is to use spare
language to make your point. Break the text by using bulleted or numbered lists. A wall
of text is not appealing to your audience.

¢ Spelling and punctuation should be checked very carefully. Ask someone else to
proofread what you write.

e You should include at least three artifacts of text. One of those should be a summation
from your Best Leadership Experience paper from the FMLP.

e FEach artifact of text may only contain a maximum of 50 words. These will be edited.

3. Layout
¢ The layout and printing, which will be done through Eppley, is time-intensive. Because of
this, edits to the product may not be honored. If you do not adhere to the deadlines,
your poster may not be available for display at Capstone.

NOTE: All elements (graphics, text, photos) may not be included on your final product. You will
have the opportunity to review, but your poster will be designed to provide the maximum
impact to your audience.

Poster Content

1. Title

The title of your poster should not be more than 10 words and should sum up what you think
this year was all about. It should include the leadership component in some way.

o @
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Example:
Facility Management and My Vision of Leadership
Adapting to the Changing Demands of Facility Management:
My Pursuit of Excellence

2. Overall Theme
A sentence or two that describes the overall theme of your poster, followed by two to three
bullets. The bullets should preview the rest of the story.

Example:
“The Facility Manager Leaders Program: Perseverance Pays”
e Perils and Pitfalls of Developmental Activities

e If you don’t want feedback, then don't ask for it

e lessons Learned from PAMP Execution

3. Best Leadership Experience during the FMLP
This should have no more than 100 words. It may be written as a block of text, or you may
combine text and bullets. You may wish to quote directly from your paper.

Example:
My Personal Best Leadership Experience: Perils and Pitfalls of a
Focus Group

e The Need: Mentors needed a forum to voice their
experiences as mentors in the first year of the Facility
Manager Leaders Program. The challenge was to listen to
concerns without judgment, while still managing the
facilitation process.

e The Solution: The session was co-facilitated to allow for
one to express opinions and the other to remain neutral.

e The Result: In a one-hour session, we were able to define
strategies to assist in the next six months of planning and
provide guidance for the next class of mentors.

4. Your Most Meaningful Experience

You want to keep your poster content simple yet interesting for your audience. In addition to
your Best Leadership Experience, you can outline additional meaningful experiences on your
poster. Perhaps you want to use one of your developmental activities. You may wish to use
your Pilot Park PAMP, although you should check with your other team members so there is not
too much duplication in poster content. Ask yourself:

O |
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¢ Whatis the one essential concept you want to get across to your audience? Perhaps
you revised CRVs for your park assets, facilitated a comprehensive condition
assessment, conducted a PAMP execution, etc.

Why did | choose thisg Perhaps it was a result of your IDP or a need expressed by your
park. Provide background here.

Who was involved?

Where did this activity take place?

How was this accomplished (methods, procedures, implementation)e

So What? What were the results, implications, evaluation, conclusions, or benefitsg This is
probably the most important— how did this one concept or activity tell the story of your
years

Now What? Where are you going next?2 What will you do as a result of this one essential
concept?
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STUDENT ACTIVITY

Capstone Poster Critique

Directions: Using the statements below, score each poster on a 1 (did not meet content
requirements) to 5 (exceeded content requirements) scale. Use the comment space to write

down the positives and/or negatives you observe.

Poster Sample 1

The poster focuses on a well-defined theme.

1

The graphics and text support the overall theme of the
poster.

The leadership experience is characteristic of a true
leadership experience.

Overall, the language is meaningful and lacks vagueness.

COMMENTS:

Poster Sample 2 1

The poster focuses on a well-defined theme.

The graphics and text support the overall theme of the
poster.

The leadership experience is characteristic of a true
leadership experience.

Overall, the language is meaningful and lacks
vagueness.

COMMENTS:
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Poster Sample 3 1 2 3

The poster focuses on a well-defined theme.

The graphics and text support the overall theme of the
poster.

The leadership experience is characteristic of a true
leadership experience.

Overall, the language is meaningful and lacks vagueness.

COMMENTS:

Poster Sample 4 1 2 3

The poster focuses on a well-defined theme.

The graphics and text support the overall theme of the
poster.

The leadership experience is characteristic of a true
leadership experience.

Overall, the language is meaningful and lacks vagueness.

COMMENTS:
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Poster Sample 5 1 2 3 4 5

The poster focuses on a well-defined theme.

The graphics and text support the overall theme of the
poster.

The leadership experience is characteristic of a true
leadership experience.

Overall, the language is meaningful and lacks vagueness.

COMMENTS:

NAVE
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Poster Assessment

How will the poster presentation be assessed?

The scoring rubric below will be used to assess your poster presentation. Three evaluators will
assess each presentation. Their scores will be averaged to comprise the student’s final
presentation score.

Poster Presentation Rubric
(Score 10 corresponds to an “F" -50 Corresponds to an “A”")

N 0 [0 [ [© |5

How well does the poster focus on a well-defined theme?

How effective was the student in describing the content of
the poster?

How effective was the student in answering specific
questions?

How well did the graphics and text support the overall theme
of the postere

Name of Student

Name of Evaluator
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DISCUSSION OF SCIENTIFIC METHOD

Objectives: At the end of this session, students should be able to:
¢ Understand the role and importance of the scientific process and data-driven decision
making.
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M&M Group Activity

Directions: Working in groups of three, write down your hypothesis as to the total number of
M&Ms in your bag and the ratio of colors. Use the worksheet below to record your results.

Hypothesis

Total number of M&M:s in the bag

Number of each color
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Scientific Method Terminology

Hypothesis - A tentative assumption made in order to draw out and test its logical or empirical
consequences.

Data Collection - Systematic gathering of information for a particular purpose.

Inference - The result of a mental process that attempts to explain or speculate about an
observation.

Multiple Trials - Repetitions of an experiment. The more ftrials, the more statistically valid your
data.

Variance - A measure of the dispersion of a set of data points around their mean value. It is a
mathematical expectation of the average squared deviations from the mean.

Average - A single value (as a mean, mode, or median) that summarizes or represents the
general significance of a set of unequal values.

Median - A value in an ordered set of values below and above which there is an equal
number of values or which is the arithmetic mean of the two middle values if there is no one
middle number.

Mode - The most frequent value of a set of data.

Q) |49



Vle[feaWIlPA Advanced Facility Management Practices—Student Workbook

EXCEL WORKSHOP

Objectives: At the end of this session, students should be able to:
¢ Navigate and identify basic components of Excel.
e Perform basic spreadsheet tasks in Excel.
e Use pivot tables in Excel to maneuver through more advanced data.
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Excel: Student Practice

Basic Practice 1

Directions: Using the directions on the sheet, complete all empty grey cells on the worksheet.
Note that the worksheet will tell you if your answer is correct (“Yes!”) or incorrect (“Try Again™).

Note: If you don’t know how to do something in Excel, there are A LOT of resources that can
help you, online and offline. During these exercises, feel free to use the supplied Excel guide,
the Excel Help function (just press the F1 button), ask your neighbors, or ask the instructor. If you
need additional help, the following are some excellent sources of online help and/or tutorials
(all listed below are for Excel 2007):

e http://www.fgcu.edu/support/office2007/excel/index.asp

e hitp://office.microsoft.com/en-us/training/excel-2007-training-courses-
HAO10218987.aspx

e http://www.gcflearnfree.org/excel2007
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STUDENT ACTIVITY

Activity 1: Excel Murder Mystery

Lawyer James MacAfee was murdered this morning in his office at Facilicorps HQ. Although
there were no eyewitnesses, there were clear signs of a struggle, and, in the tussle, the
murderer accidently left a great deal of evidence at the scene. Everyone in the company is a
suspect. Using the following clues, sift through the information on the Mystery tab of your Excel
file to find out who the murder was. And hurry—we don’t have much timel!

Fi @3:Tw0f0fft
Prmtwa’ﬁ"a’étrm
of 287 (NOTE: &V 1
average persovy.
dvide iy 4 of their |
height) |
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Basic Practice 2

Directions: Using the directions on the sheet, complete all empty grey cells on the worksheet.
Note that the worksheet will tell you if your answer is correct (“Yes!”) or incorrect (“Try Again”).

Advanced Practice

Directions: Practice using pivot tables and pivot charts to analyze this park’s data. The
questions provided will give you a starting point of what you might want to discern, but do not
let them limit you. Each new data set is a new mystery to be unraveled.
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QA/QC AND INTRODUCTION TO WORK
TYPES

Objectives: At the end of this session, students should be able fo:
e Describe the QA/QC process as it applies to the Annual Work Plan.

¢ Correctly identify examples of work types and sub-work types.
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Work Types and Sub Work Types Pretest

Directions: Determine the correct work type, and sub work type, for the following scenarios.

1. Raking leaves at a Visitor Center.

Tracking time at a safety meeting.

Oil change on fleet vehicles.

Constructing an accessibility ramp.

Inspecting fire extinguishers.

A e

Removing graffiti from a building.

Removing a bees’ nest from the eaves of a
7. building.

8. Removal of asbestos.

9. Inspecting quarters for ADA compliance.

10. Replace broken glass at Headquarters.
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UNWRAPPING THE PAMP

Objectives: At the end of this session, students should be able to:
¢ Articulate how Industry Standards serve as a baseline for work.

e Translate planned service level percentages into scheduled work activities.
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2. Operations Cost Profiles

Washington, D.C.

et

Maintenance Shop

Gross Square Feet (GSFT): 12,100

Custodial

Replacement Value (PRV): $2,528,312
Capacity: N/A
Occupancy: 50
Pavement Sqft: 9,680
Grounds Sqft: 7,260
Floors:
Use Type: Mercantile/Service

1

Shop Area: Clean floors and remove trash 3 times
per week. Complete restroom service 3 times per
week.

Energy

91.4 kBtu per square foot per year.

Grounds

Mow once per week, fertilize every 13 weeks, clean
and trim walks every 2 weeks.

M&R

50-year average annual cost, utilization rate
between 41 and 80 hours per week.

Management

Commercial management, facility data, real estate,
and engineering services.

Pest Control

Rodent control and insect abatement procedures
performed every 18 weeks, and inspections every
52 weeks.

Refuse

Average annual refuse production of 0.6 Ibs per
square foot.

Road Clearance

Sweeping of paved areas once every 2 weeks, and
snowclearing once per snowday.

Security

Access control, system monitoring, and intrusion
detection systems. Daily patrol.

Telecom

Local phone and data subscriptions.

Water/Sewer

64 gallons of water per square foot per year.

$25.00
$20.00
$15.00
$10.00

$5.00

$0.00

{

|

Per Percent of Per

Operation GSFT PRV Occupant Total

Custodial $1.55 74% $375.28 $18,764
Energy $4.76 2.28%  $1,151.65 $57,582
Grounds $.25 12% $61.00 $3,050
M&R (Average) $3.51 1.68% $849.30 $42,465
Management $2.51 1.20% $606.79 $30,340
Pest Control $.13 .06% $30.57 $1,529
Refuse $.07 .03% $17.61 $881
Road Clearance $.01 .01% $3.40 $170
Security $1.13 .54% $272.66 $13,633
Telecom $.09 .04% $21.45 $1,073
Water/Sewer $.40 19% $96.55 $4,828
Total $14.41 6.89%  $3,486.26 $174,313

Culé'!odial
}Energy
Grounds

M&R
Management
Pest Control
Refuse

Road Clearance
Security
Telecom

Water/Sewer

0%

50-Year M&R Cost Profile per Gross Square Foot

10%

20%

30%

58

48 Whitestone Facility Operations Cost Reference 2009-2010

Note: Adjust for alternative service levels shown in Chapter 5. For alternative locations use the Local Indexes shown in Chapter 3.
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INFORMAL VISITOR CONTACT

Objectives: At the end of this session, students should be able tfo:
¢ Define an informal visitor contact. Explain the importance of conducting effective

informal visitor contacts.
e Read basic visitor cues and respond appropriately.
e Provide support to staff for conducting informal visitor contacts.
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Overview of the Types of Informal Visitor Contacts

There are three main types of informal visitor contacts: orientation, information, and
interpretation. The sequence of these contact options is known as the interpretive continuum.

1. At the orientation level, the main goal of the contact is to help visitors get their bearings
and provide directions.

2. At the information level, the contact involves facts or explanations.

3. The interpretation level of the continuum moves beyond information and involves
providing opportunities for visitors to form their own connections with the significance of
the resource. To do this, the tangible resource is linked to an intangible concept using
techniques (such as stories, examples, and comparisons) that are appropriate for the
audience, the resource, and the employee. Most maintenance employees will not
have the opportunity to take an informal visitor contact to the interpretation level. It is
best for these types of interactions to be referred to an interpretive park ranger.

An informal visitor contact can begin at any point along the continuum. Where the contact
begins is determined by the visitor and the cues they communicate. Often these cues are
visitor questions.
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“Where" questions are usually orientation opportunities.
o Example:
Where is the bathroom? Where can | fishe Where can | see big
cannonse
“What" and “how” questions are usually information opportunities.
o Example:
What kind of flower is thate What happened here¢ How did this valley
form?¢

“Why" questions typically offer an opportunity for interpretation.

o Example:
Why was this site so important in the ware Why are those trees dyinge

Defining Orientation, Information, and Interpretation in Informal Visitor Contacts

Orientation

Orientation refers to concepts such as direction, location, proximity, way-finding, etc. In the
orientation process, employees help visitors understand where they are and how to get where
they need to go. Orientation may also involve helping visitors understand what opportunities
are available at your site. Visitors who are properly oriented will be more likely to have a
quality experience and be more open to receiving and understanding park messages.
Crientation fulfills the basic needs of survival and safety. These needs must be met before
visitors are willing or able to make larger connections to park resources.

Your staff should be prepared to answer orientation answers. Visitors do not always understand
the difference in job duties when they see a person in uniform; they only see a ranger. They
expect that uniformed rangers will be able to answer their questions, especially an orientation
question like the location of the campground.

Examples of Orientation Questions:

Q: Where can we go to see a condor?

A: They can be found anywhere in the Grand Canyon region and, though this is not very
predictable, | can tell you that yesterday a pair were seen near the North Rim Lodge.

Information

Information about the resource provides an important context for the visitor's experience,
answering the questions that visitors have with tangible details about the resource. Information
fulfills visitors’ needs for knowledge, which enhances their self-esteem. It may also fulfill
belonging needs.

Employees have a responsibility to ensure the accuracy of all information they pass on to the
public. All foo often, we are guilty of accepting what we hear from others as truth. Just
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because you heard a co-worker say it, or heard it during an interpretive program, doesn't
mean that it is accurate. When employees pass on inaccurate information — and the
audience knows it — their credibility suffers. When one employee is discredited, the credibility
of all employees comes into question.

This level of credibility means it is extremely important for your staff to be able to provide
accurate information. Your role as a supervisor is to make sure they have the resources and
knowledge they need to accurately provide information. However, it is also important that
your staff understand that they may not know the answer to every question, and that is okay.
They need direction from you on where to direct these visitors in those instances.

Examples of Information Questions:

Q: How many people lived in the forte

A: The number fluctuated seasonally, but the average was around fifty people. There were
five gentleman officers and their families, a doctor and his family, servants, and cooks.
Hundreds of other laborers lived in villages surrounding the fort.

Q: What are all those piles of wood along the road?

A: Those are slash piles waiting to be burned. Forestry crews trim back 100 feet from the road
and place all of the woody debiris in piles to be burned during winter.

Interpretation

Interpretation provides opportunities for visitors to form their own meaningful connections
(emotional and/or intellectual) with the resources in our parks. Interpretation meets higher-
level needs for understanding and self-fulfillment. Information can be presented at increasingly
complex levels, leading to opportunities to connect visitors to the significance of the resource.
These opportunities do not happen frequently, but they are a powerful way to help maintain
the site resources. Visitors who care about the resource will help employees care for it.

It is not necessary for your staff to be able to provide interpretive opportunities. Your
employees have a very different skill set and job role in the park, and it is acceptable to
instruct your staff to direct visitors who have more in-depth questions to the interpretive staff at
your site. That is still meeting the needs of the visitors, and it allows your staff to continue with
their day-to-day responsibilities.

Examples of Interpretation Questions:

Q: Why did the strike start?

A: The workers were told that many of their jobs were going to be automated. Can you
imagine how threatened or vulnerable you would feel if your boss told you that your job was
going to be replaced by a computere That threat of losing their job, their livelihood, and their
way of life likely sparked the strikers into action.
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Customer Service

Introduction to Customer Service

It is appropriate that “service” is a part of the name of the National Park Service. Our desire to
serve influences our priorities as an agency and as individuals. How we appear, act, and
interact with visitors greatly affects not only the quality of their visit, but also the quality of the
support our agency and our agency’s mission receives. For employees of the National Park
Service, superior customer service should be a top priority. To ensure that you and your staff
deliver high-quality customer service, you should have a plan for presenting a professional
image, professional behavior, and effective interpersonal communication skills.

Exhibiting a professional image includes attention to the following:
e Personal Grooming: Hair, teeth, and nails should be clean and neat. Excessive colors
and styles of hair and nails should be avoided.

e Posture: Standing up straight projects an image of authority and inspires confidence in
your knowledge and abilities.

e Aftire: Your afttire should not distract the visitor during their experience at the site. Be
aware of the following professional image standards:
o Clothes should be clean and neat at the beginning of the workday.
o Clothes should not be frayed, have holes, or be missing buttons.
o Clothes should be free of odors.
o Clothes should not be excessively tight or baggy.

* Accessories: Your accessories, like your clothes, should not distract the visitor in any way.
The following professional standards apply:

o Tattoos should be covered to the greatest extent possible.

o Jewelry should be conservative. Excessive numbers, large size, and bright or
conftrasting colors of jewelry may create an unprofessional appearance. In
addition, supervisors and managers may have to limit jewelry wear for safety
reasons.

o Rings and Studs associated with body piercing should be removed (where
visible) to prevent interfering with visitors' experience.

o Sunglasses that are dark enough to make it difficult or impossible to see your
eyes should be worn in visitor contact situations only when absolutely necessary.
Mirrored sunglasses should never be worn. Sunglasses rims should be in
conservative colors such as gray, black, or brown; bright or neon colors should
be avoided.
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The Components of Professional Behavior

Displaying professional behavior includes being:

Courteous: Professionals are courteous (polite, well-mannered, patient, pleasant,
attentive, and serious). They act naturally and genuinely, but professionally. They may
try to be friendly and establish rapport with visitors by taking interest in some aspect of
their lives, and by finding common understanding, to personalize the contact. They
tailor their approach to the individual. This means putting the visitors’ needs above your
own needs, to the extent that it is reasonable to do so, which includes halting your own
activities or conversations with coworkers in order to serve the visitor first. Courteous
employees go beyond the Golden Rule, “Do unto others as you would have them do
unto you,” to practice the Platinum Rule: “Treat others not only as you want to be
freated, but as they want to be treated.”

Helpful: Professional employees are helpful. When possible, they make themselves
accessible and approachable (smiling and welcoming—exhibiting body language that
puts others at ease).

Knowledgeable: Visitors expect you to be knowledgeable about every aspect of their
experience. Employees who respect others will anticipate questions and get to know
their park well. You should know the names of people and places associated with your
site; contact information for common referrals; facilities and services available to the
visitor; how to give clear, simple, accurate directions; how to describe the resources of
the park and offer alternatives; all policies, procedures, and systems of your operation;
how to use equipment properly; and current or updated information.

Neutral: As a public servant it is important to remain neutral in all situations. Your beliefs
and attitudes should not interfere with the visitor's experience of the resource. You
should avoid presenting personal opinions on politics, religion, or even local businesses,
and should avoid talking about fellow staff or other visitors in public. To ensure a quality
visitor experience, stick to the facts, admit it when you don't know something, and offer
to help the visitor find out what they need to know.

Objective: Professional employees respect others enough to have an objective attitude
toward all. They put their personal biases or baggage away (their beliefs, values,
experiences, and prejudices) in order to provide equal treatment and fairness. You
should avoid sharing personal perspectives, provide official rather than personal
positions, and seek balance in all you say.

Patient: Professional employees remain patient with all visitors. While it may be the tenth
time you've heard the same question, it is this visitor's first time asking it. Staying focused
on the visitor's experience and perspective will help you handle each contact with
patience and compassion.

Safe: Some interactions escalate to involve real risk when there are verbal threats along
with physical proximity. It is important to be able to recognize the signs of potentially
dangerous interactions, to know how to distance yourself from an encounter safely,
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and to know when and how to request assistance from law enforcement personnel.
Other skills to develop for these interactions include articulation, delivery, creativity,
flexibility, and even humor.

The Components of Effective Interpersonal Communication
Being adept at interpersonal communication includes knowledge of the following:

e Body Language Skills: Physical distance from visitors should be based on their personal
space, and be distant enough (generally over three feet) that the audience feels
comfortable and not threatened. To communicate openness and interest, your body
should angle or lean toward the audience. A person who remains still is likely paying
aftention to what is happening, while tapping or fidgeting may communicate
impatience or boredom. Arms that are crossed often indicate an attitude of
disapproval or opposition, and hands in pockets may communicate a negative
attitude. Arms that are open (to the side of the body or behind the back) show a
willingness to engage. A straight head position may indicate authority and seriousness,
while friendliness or receptivity can be shown by filting the head slightly to one side or
the other. The use of touch may or may not be appropriate, depending on the
situation. Your facial expression can express much in an interaction, so employees
should avoid having their faces covered by their hair, hat, or sunglasses whenever
possible. You can communicate openness, confidence, and honesty with an open
facial expression and solid eye contact.

e Conflict Resolution: Occasionally, informal visitor contacts will involve a conflict
between the employee and the visitor. Conflicts may be based on perceptual
differences, value differences, divergent goals, or ineffective communication that leads
to misunderstandings. Rather than thinking of the conflict as a win/lose situation or as
something to be avoided altogether, try thinking of a solution in which both parties win.
The type of conflict resolution that is most effective in meeting the needs of both sides is
collaboration. Try solving a problem, rather than arguing with, blaming, directing, or
persuading the other person. Apologize when appropriate and ask visitors what they
would like you to do about their concerns. Use common sense to identify possible
solutions, and take action to meet the visitors’ needs when possible. If you can’t solve a
problem, connect the visitor with someone who can.

e Listening Skills: Speaking is only half of communicating. Listening is vital in a conversation
as well. Listening is essential to seeing the speaker's point of view, recognizing that each
individual perceives things differently and that multiple points of view can provide a
wider perspective on a situation. Good listeners listen carefully to hear and to
understand, not only to respond. They do not jump to conclusions, and do not interrupt
except when necessary. A good listener actively listens by reacting and
acknowledging what was said. Techniques for active listening include using all senses to
read the unspoken message or the question beneath the question; making eye
contact and facing foward and concentrating on the speaker; occasionally nodding
or repeating what was said; recognizing the speaker’s feelings and concerns; and
asking for clarification when necessary.
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e Verbal Skills: Verbal skills include the ability to effectively use language and vocal
techniques. An effective communicator chooses words that will be understood by a
given audience. Vocabulary should be selected based on a variety of factors,
including the audience’s age, culture, educational background, and experience with
the subject at hand. When speaking with strangers, or with visitors for whom English is a
second language, it may be useful to develop not only a more universal vocabulary,
but a neutral accent. For most audiences it is best to avoid using complex, technical
jargon and slang terms. Vocal techniques that aid in communication include
articulated diction, moderate tempo with rhythmic variation for effect, modulation to
emphasize certain words, moderate tone or pitch, and appropriate volume and vocal
quality. There is no substitute for a positive tone of voice.
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STUDENT ACTIVITY
Quality Customer Service Worksheet

Directions:

In the chart below, rate your own delivery of each component in customer service as
either “pretty good” or “could improve.” Use the Customer Service section in your
student manual if you need more information about each component.

For each component in which you rate yourself as “pretty good,” describe your strengths.
Be sure to include at least one specific thing you do that justifies your rating.

For each component in which you rate yourself as “could improve,” describe your
weaknesses. Be sure to include at least one specific thing you do that justifies your
rating.

Use this as a tool to train your staff in quality customer service after you return to your park.

RATING (PRETTY

COMPONENT GOOD OR COULD  STRENGTH/WEAKNESS
IMPROVE)

PROFESSIONAL IMAGE

COURTEOUS

HELPFUL

KNOWLEDGEABLE

NEUTRAL

OBJECTIVE

PATIENT
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RATING (PRETTY

COMPONENT GOOD ORCOULD  STRENGTH/WEAKNESS
IMPROVE)

SAFE

BODY LANGUAGE SKILLS

CONFLICT RESOLUTION

LISTENING SKILLS

VERBAL SKILLS
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Visitor Cues

Overview of Visitor Cues

Reading the visitor appropriately is perhaps the most fundamental skill necessary for successful
informal visitor contacts. How do you know how to respond to visitors until you know what they
need?¢ By learning how to identify, read, and respond to visitor cues, you will hold the key not
only to quality customer service but also to meaningful experiences for the visitor. Visitors let us
know their needs using verbal communication, body language, tone of voice, and direct
actions.

Types of Visitor Cues

Verbal Communication

Visitor needs can be determined instantly when a visitor asks a simple question, but beware of
reaching conclusions too quickly. While a visitor asking for directions to the bathroom is rarely
seeking something other than immediate orientation and relief, an individual may not always
know exactly how to phrase the question they really want answered. The question “Where is
Klickitat Point2” could be answered simply with directions, but the visitor may also want
information about what can be seen at Klickitat Point.

Body Language

Body language can convey a surprising amount of information about visitor needs and wants.
In fact, much of what you are trying to communicate may be relayed through your body
language. For example, if a visitor asks a question while turning away toward a trail, they likely
want a quick answer before they start their hike. But what if they lean towards you and smile
while they ask the question? Is a yes or no answer all they wante What if they scowl and cross
their arms? Are they looking for a simple answer or do they want to be engaged? By reading
the cues of body language you may begin to have a deeper sense of the visitor's needs. Use
the following handout to learn more about visitor cues and their meanings.

In your role as a supervisor, it may also be helpful to provide this information to your staff when
training them in informal visitor contacts.

Q) |69



VilelfelaI0lPA Advanced Facility Management Practices—Student Workbook

Reading and Projecting Cues Handout

Body Language
Here are some cues that may indicate that a visitor is interested:
e Angling orleaning their body towards you can show that they value what you're

saying.

e Arms that are open (to the side of the body or behind the back) show a willingness to
engage.

e A person who remains still shows he or she is paying attention.

¢ Relaxed lips show comfort.

Here are some cues that may indicate that a visitor is not interested or disapproves:
e Stepping back, turning aside, or walking away indicates lack of interest.

¢ Crossed arms often indicate an attitude of disapproval or opposition.

e Tapping or fidgeting can communicate impatience or boredom.

o Agitated gestures may indicate disapproval.

e Avoiding eye contact may signal a lack of respect or interest.

e Pursing or twisting lips to the side might show that they are thinking or holding back a
negative comment.

e Downward turns or flat lines indicate disapproval.

e Lips pressed together indicate tension.

e Yawning, hands in pockets, slouching, or looking away may indicate that the visitor is
bored.

Tone of Voice
Tone of voice can provide a sense of a visitor's attitude and intentions. Listening carefully to
the pitch, tone, inflection, and volume can give a sense of where to go with the contacts.

PAY ATTENTION TO THE CUES YOU ARE PROJECTING

Body Language Skills
e Stand up straight: This inspires confidence in your knowledge and abilities.

e Maintain personal space: As a safe rule, keep over three feet between you and the
visitor.

¢ Communicate openness: Angle or lean your body toward the visitor to show you value
what he or she is saying. Arms that are open (to the side of the body) show a willingness
to engage.

e Show interest: A person who remains still shows he or she is paying attention. Tapping,
fidgeting, or rocking back and forth can communicate impatience or boredom.

e Be positive: Crossed arms often indicate an atfitude of disapproval or opposition. Hands

in pockets may communicate a negative attitude. A smile and eye contact are good

ways to indicate a positive attitude.

Be friendly: Tilting the head slightly to one side or the other indicates friendliness.
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e Show authority: If you need to show authority, a straight head position and posture is
effective.

e Be careful about touching the visitor: As a general rule it is not a good idea to touch the
visitor. However, there may be situations in which it is appropriate. Use your best
judgment and consult with your supervisor if you need guidance.

¢ Make eye contact: Keep eye contact for around two-thirds of the fime to show
attentiveness without making other people feel self-conscious. Too much eye contact
may be seen as intense or aggressive, while too little may signal a lack of respect or
interest.

e Watch your mouth movements:

o Pursing or twisting lips to the side shows you're thinking or holding back a
negative comment.

Downward turns or flat lines indicate disapproval.

Lips pressed together indicate tension.

Relaxed lips show comfort.

Turning your mouth up is a positive signal. A genuine smile may put others at

ease, so if you feel like smiling, let your face help visitors loosen up.

Verbal Skills
e Choose words that the audience can understand. Factors to consider about your

audience when selecting your words include:
o Age
o Language skills (native speakers or international visitors)
o Education level
o Experience with the subject you're talking about.

e Try to speak with correct grammar. In general, avoid jargon and slang.

e Speak plainly. Try practicing different ways of pronouncing words so that visitors from
varying backgrounds may have a better chance of understanding you. If you have an
accent, be aware that your accent may be difficult for others to understand.

e The way you use your voice can enhance your communication skills. Techniques
include:

Saying each word clearly.

Speaking at a medium speed, not too slow or too fast.

Varying the rhythm of your words for effect.

Emphasizing certain words.

Using a comfortable pitch.

Keeping your volume to an appropriate level.

Using a positive, cheerful tone of voice when appropriate.

Support your voice by breathing deeply and evenly.

o O O O

O O O O O O O

Listening Skills
There are benefits to developing your listening skills including:
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Understanding where the speaker is coming from helps you communicate your point of
view more clearly.

Recognizing multiple points of view provides you with a wider perspective on a
situation.

Hearing a different opinion gives you a chance to learn something new.

The following techniques can help you become a better listener:

Use your body language to create a listening climate: maintain eye contact, keep your
body pointed to the speaker, and nod your head to provide the visitor with cues that
you are listening.
Use words to show you're listening. Helpful phrases include "l see,” "Yes,” and "Good
point.”
Ask open-ended, non-confrontational questions. These invite the speaker to tell more
about their concerns, expectations, and interests. For example:

o "Canyou tellme more about...2"

o "What did you mean when you said...2"
Restate in your own words (that is, paraphrase) what the visitor has said:

o "So, you believe strongly that..."

o "The way you see it..."

o "You were very unhappy when ..."

o "You felt quite angry with..."

o "What | hear you saying is, you..."
After summarizing what the visitor has said, ask if your understanding is accurate and
complete.

Courtesy & Helpfulness

Ask yourself what you might be able to do for the visitor.

Ask the visitor if there is anything else you can do to help them.

Greet visitors promptly - Each visitor should be greeted within one minute of their arrival.
If you are busy helping someone else, acknowledge new arrivals with eye contact, a
nod, and a smile, and let them know you will be right with them. Immediately end
conversations with co-workers and take a break from any projects you might be
working on.

Balance quality with quantity - when necessary, keep contacts short but effective.
Printed material can support a contact but should never be a substitute for a personal
conversation.

Be empathetic - Think about how important your leisure time is to you, and transfer
those feelings to your visitors, tfrying to make their experience as enjoyable as possible.
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Objectivity/Neutrality
e Avoid presenting personal opinions on politics, religion, and local businesses.
e Keep your beliefs, values, and prejudices to yourself.
e Refrain from talking about other visitors or staff in public.
e Provide official positions when necessary.
e Be balanced in all you say.
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Tone of Voice

Tone of voice can also provide a sense of a visitor's attitude and predisposition. Again, using
the example of the visitor asking about the trail, listening carefully to pitch, tone, inflection,
and volume can give a sense of where to go with the contact. For example, if the visitor asks
about the frail in a high-pitched quizzical voice, you might assume that they are in a friendly,
receptive mood. If they ask the same question in a deep, gruff, barking manner you might
assume that they are upset and perhaps angry or defensive.

Actions

By watching the actions of your visitors, you may also gain clues to their needs. Careful
observation may help you see when visitors have barriers to mobility, hearing, vision, language,
learning, or other issues. How you proceed may depend on those observed issues.

Additionally, you may encounter visitors violating safety regulations. This is a very likely
possibility for your staff as they work throughout the park. Knowledge of the regulations and
observation of those violations give you a unique perspective on the needs of the visitor. For
example, perhaps you notice a visitor walking dangerously close to a wild bison. The visitor
may feel a need to interact with the wildlife or to get that perfect photo, but you know that
they also have a more immediate need for safety. Informing your staff of ways to handle
potential safety violations will enable them to conduct better informal visitor contacts that also
keep themselves, the resource, and the visitors safe.

If you would like to know more about informal visitor contacts and available training please
contact Nona Capps the Eppley Institute Interpretive Development Program Project Manager
at nfcapps@indiana.edu. She can arrange for you to take a facilitated version of the online
training in informal visitor contacts.
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STUDENT ACTIVITY
Visitor Cues Activity

Directions: In this activity you will be identifying and preparing potential answers for the
questions you and your staff hear most often during your informal visitor contacts.

1. Develop a list of at least six frequently asked questions at your site.
2. Write answers to those questions.
3. Identify ways you can help your staff answer these questions more effectively.

Question

Answer

Method to Help Staff
Answer Question Effectively

EXAMPLE:
How do | get back to the
highway from here?

EXAMPLE:

Go to the stop sign, turn
left, drive about 3 miles,
and make a right at the
ranger station. Highway is
about two miles straight
ahead.

EXAMPLE:

Provide maps to staff to
carry with them as they
work in the park, provide
orientation training about
local roads and travel.
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PROJECT PLANNING

Objectives: At the end of this session, students should be able fo:
e Articulate the purpose of Project Plans as a part of Project Management.

o Clarify and apply the project details as they apply to Annual Work Planning for Sea
Oftter Island.

Q) |77



VilelfelaI0lPA Advanced Facility Management Practices—Student Workbook

<Insert Project Name Here>
Project Plan

Project Summary

Start Date: End Date:

Project Abstract: <Short Summary of Project>

Purpose of Project Plan

<Recommended text>

This Project Plan describes what work the <Insert project name> Project Team, composed of
representatives from <insert partner agency name and/or other partner entities> will do, what
results will be achieved, and how project work will be executed and managed. It describes
team roles, responsibilities, and deliverables. It identifies assumptions, constraints,
dependencies, risks, and issues, and it provides high-level schedule and budget information.

Section Guidance

This section is easiest to write LAST, after all the details have been included.

Background

Section Guidance

This section describes the problem or opportunity the project seeks to
address and provides other relevant background information:

Examples:
- Change in legislation requires action.

Current technology is outdated and not meeting needs.
Service levels are low, resulting in frequent customer
complaints.

- Demand for products or services are changing.
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Be consistent with the “Problem / Opportunity” section of
documents and content found on the need for, and benefits
of, the project. Update the problem/opportunity and provide
more detail as required. Also, be concise and try to keep this
section to half a page or less. Focus on information relevant to
the project rather than providing a lot of background
information on the organization undertaking the project.

Goal and Objectives
<Recommended text>
The overall goal of this project is <insert text from proposal and/or task agreement>

The objectives for the <insert project name>are:
e <Insert specific objectives here >

Section Guidance

This section lists one project goal and the project objectives. The project
goal is a clear, concise statement of the project’s purpose and desired
results. Project objectives are concise statements of what the project must
achieve to realize the project goal. Objectives can be thought of as “sub-
goals.”

Example:

The goal of this project is to reduce traffic accidents. This goal will be
achieved if the following three objectives are achieved:

1. Increase public awareness and knowledge of how fo drive safely.
2. Pass new, stricter laws for speeding and seatbelt violations.

3. Assign more police to enforce new, stricter laws.

Be consistent with the “Project Goal” and “Project Objectives”
sections of any agreements or proposals... Again, be concise.
Goal statements and objectives are typically each one
sentence long.
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Scope

<Recommended texit>

This section summarizes the scope of the proposed project by providing a list of key activities
and deliverables. In the table below, list (i) the activities the team will do and (i) the activities
the team will not do but that a reader might mistakenly believe the team is doing.

The scope of this project is outlined in the table below.

Section Guidance

This section summarizes the scope of the proposed project by providing a list
of key activities and deliverables. In the table provided in this section of the
template, list (i) the activities the team will do and (ii) the activities the team
will not do but that a reader might mistakenly believe the team is doing. For
example, configuring new software may be in scope for the project team,
but training staff on new software may be out of scope because the vendor
is providing this service.
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Assumptions and Constraints

<Recommended text >

An assumption is a circumstance or event outside the project that can affect its success and
that the authors of this plan believe will happen. Constraints are restrictions or boundaries
placed upon the project that limit the choices of the project team. The assumptions and
constraints for this <insert project name here> project are listed in the table below.

Assumptions Constraints

Section Guidance

List the project assumptions and constraints in the table provided in the
template.

Example assumptions:
The Sponsor will be available for weekly status meetings and approvals.
Contractors with the appropriate levels of skill and experience will be
available to support delivery.
Example constraints:
The project must be completed in four months.
The final deliverables must adhere to international standards of
performance and safety.
e The Project Manager will use the Project Management Lifecycle
Framework.
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Stakeholders

<Recommended text>
The table below lists stakeholders and indicates how they will be impacted and engaged by
the project.

Stakeholder ‘ Impact Engagement

Section Guidance

This section lists project stakeholders, or people with an interest in or influence
over project work and results. This section also indicates how stakeholders will
be impacted and engaged by the project.

Examples of key stakeholders are as follows:
Decision-makers: People with authority and decision-making power over
the project.
Influencers: People who influence and advise decision-makers.
End users: People who will use the end product of the project.

Tips:
Answer the three questions/discussion points for stakeholders.
Collaborative roles with stakeholders include stakeholders being members
on a squat or management committee, participating on the project
team, or approving one or more deliverables.
Consultative roles for stakeholders include membership on an Advisory
Committee or participation in focus groups or working groups.
In the left-hand column of the table, it is typical to provide the individual title
for senior executives and the name of a group of staff or unit for employees.
This section lists project stakeholders, or people with an interest in or influence
over project work and results. This section also indicates how stakeholders will
be impacted by the project and how they will be engaged.
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Deliverables

<Recommended text>
The project is completed when the deliverables listed in the following table are completed.

Deliverable Name Description Format

Section Guidance

In the table provided in the template, list each deliverable name with a brief
description. This will provide a shared understanding of what is being
produced by the team. Deliverables are tangible items that must be
produced to complete the project. These can include generic project
management deliverables — such as weekly or monthly status reports — as
well as items specific to the project. It is best to ensure this section is
consistent with any agreements, proposals, or other documents.

Example section:
e The projectis completed when the deliverables listed in the following
table are completed.
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Examples of Project Management Deliverables:
Deliverable Name

Description

Format

Weekly status reports on project progress, issues,

Status Reports risks, and changes. Status reports will be provided | MS Word
in the NPS template.
Create a classroom-based course for the NPS
Universal Competencies with standardized MS Word for
Course Materials in's’rru.c’ror monuol, s’rudenT workbook, ogdio—visuol re.vision conftrol
aids including a standardized Power Point and with .PDF for
posters, as well as related learning materials for distribution

distribution to collateral duty frainers.

Develop a 3-module e-course on park planning
as it relates to community master planning

E-course and

E-course including public review and public engagement hosting including
as a free educationally based service of the City LMS
of XXXX.
At the close of the project, the team will provide

Project Archives an electronic record of all final deliverables and CDROM/DVD

project management records (schedule, budget,
status reports, logs, etc.).

International Symposium
of Planning Managers

A 3-day conference that will include experts from
at least 5 different jurisdictions.

3-day conference

Ovutcomes/Success

<Recommended text>

The <Insert project name> project is a complex multi-phased project that has multiple
objectives and stakeholders. The measure of success of the <Insert project name> is based on
the <Insert general outcomes here>. Specific outcome and success measures for the <Insert

project name>:

e <Insert specific outcome measures here in bullet form>

Section Guidance

Examples:

Provide a list of statements about the impact the project must have on those
outside the project to be considered successful and how those impacts will
be measured.

The project will be considered successful if the following statements are frue:

e The number of traffic accidents is reduced--as indicated by statistics
from MOI.

e Program costs are reduced -- as indicated by actfual costs accrued
at the end of this fiscal year compared to actual costs accrued over
the past five fiscal years.

e There are higher levels of customer satisfaction -- as indicated in a
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customer satisfaction survey.
*Note the following regarding outcomes and success measures:

¢ Outcome statements must be consistent with the project goal.

e Be sure that data can be gathered relatively easily to demonstrate
the achievement of an outcome.

e Be sure to clarify in the Scope section of this document if an
evaluation of the project is to be carried out — either as part of the
project’s scope or by another team at a later date.

Budget Summary

<Recommended text>

Human Resources
<Recommended text>
Roles and Responsibilities

The following human resources are required for the project.

Name ‘ Title and Role
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Section Guidance

This section contains the results of human resource planning activities
completed to support this project. This section describes the roles and
responsibilities of the project team, provides start and finish dates, and
provides an organizational chart for the project.

Example:
e Project Owners -WASO and Regional PAMP Coordinator
o Oversees PAMP development for the park unit and reviews
progress at milestones
o Clears project road blocks such as negotiating with park units
on timing/deadlines, securing resources, and assisting with
strategic issues and risks
o Chairs the WASO PAMP Implementation or the Regional PAMP
Implementation team
e Project Manager
o Oversees day-to-day execution of PAMP development for
various park units as assigned
Maintains Project Plan, Schedule, and Budget Reports status
Executes PM processes for risks, issues, change control, and
document management
o Maintains project records and deliverable archives
o Recruits and trains team members and manages performance
o Chairs regularly scheduled team status meeting
e PAMP Park Unit Lead
o Provides project management and admin support to Project
Manager
Conducts training and communications
Tracks deliverables and maintain project archives
Updates Project Plan, Schedule, and Budget Processes
expenses
o Guides park unit through phases of PAMP development per
schedule
o Ensures quality control is accomplished
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Schedule Summary

<Recommended text: Suggest milestones only to the “tenth” level and add only names and
date to each milestone to keep schedule at the summary or high level>

The scheduling of <Insert project name> relies on a number of cooperative relationships. This
schedule summarizes only major milestones and the individual on the <Insert project name>
team that is responsible for the completion of the milestone.

Activity Responsible Projected
Completion
Date
1.0
2.0
3.0
4.0
5.0
6.0

Section Guidance

This section lists project milestones and their dates. Milestones are significant
dates in a project that typically mark the end of a phase, the completion of
a major deliverable, or a major project decision. Milestones are generally
used as checkpoints during the project to gauge status and are often used
to get approval to continue to the next stage of work.

Example: This project has six milestones. The project team leader will meet
(in person or virtually) with the partner agency key official at each milestone
to review progress and obtain approvals and decisions as required. If greater
detail is needed, provide the next hierarchy of milestones and deliverables
as planned for the project.

1. Design complete: October 30, 2008

2. Vendor selected: November 30, 2008

3. Build complete: January 30, 2009

4. Testing complete: February 30, 2009

5. Implementation Plan complete: February 30, 2009

6. Implementation complete: June 30, 2009
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Dependencies

<Recommended text>

Developing the <Insert project name> is dependent upon cooperation and collaboration
from various entities. This section lists the dependencies for the project. Dependencies are
items the project team requires to continue its work but that are being completed by
resources outside of the project team.

Section Guidance

This section lists the inbound and outbound external dependencies for the
project. Dependencies are items the project feam requires to continue its
work but that are being completed by resources outside of the project
team.

Example Dependencies
Data from Booze Allen
Updated PAMP template from WASO PFMD
Updated training materials and plan from NPS FMP via Eppley Institute

Dependencies

e <Insert dependencies here in bullet form>

Project Risks
<Recommended text:>

Project risks identified to date are provided below with an assessment and recommended
response.

No Risk Event Statement

Probability Impact Recommended Response

H/M/L H/M/L

1
2
3
4
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Section Guidance

This section includes the project risks identified to date, along with their
estimated probability, impact, and recommended response.

Arisk is something that may or may not occur in the future and that can
have an impact on the success of the project. “Probability” means the
likelihood that a risk will occur and is expressed as High, Medium, or Low.
“Impact” describes how seriously the risk could affect the project and is also
expressed as High, Medium, or Low.

Tip:

Include the risks identified in agreements, proposals, or from the preliminary
discussions with partner agency personnel. Use concrete definitions of terms
like “High,” “Medium,” and “Low." These definitions are called “risk
tolerances.” A good risk event statement includes what might happen and
its effect on a project. For example, “weather” is not arisk event statement.
“Bad weather may delay project completion” is an example of a good a risk
event statement.

Project Issues
<Recommended text>

Project issues identified to date are provided below with a recommended response.

No Description T_Irﬁ:\';{ Recommended Action
1

2

3

Section Guidance

This section lists project issues identified to date and provides a
recommended response to the issues. Issues are things that are currently
happening and have a negative impact on the project. In the table
provided in the template, list any issues that may have been identified while
writing the Project Plan, and include recommended actions to resolve issues.

Tips:

Only include things that are currently happening or have a 100% chance of
occurring in the future.
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Author(s)

This document was prepared by and for: <Insert contact information for each author as
follows:>

XXXXXXX XXXXxXxxX, Team <Example>

Members Key Official

<Insert project name> Park Name
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City, State Zip
Office Phone: Xxxx-xxxx
johndoe@mox.gov.qa
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Approvals

Approver Signature (if
required)

Date Docur.nent Approver Name and Title
Version

<Insert <Insert <Provide name and title of
approval version approver>
date> approved>
<Example:>
October 27, 3.0 James Doe, Project Sponsor and
2010 Director, IT

Version Histo

Document Author/Reviser

Date Docur:neni Document Revision History
Version

<Insert <Insert <Briefly describe work <Name author or reviser>
version version completed to create the
completion number> version>
date>
<Example:>
October 23, 1.0 Initial draft John Doe
2010
October 27, 2.0 Reviewed with IT Coordinator John Doe
2010 and revised
January 15, 3.0 Jane Doe
2011
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AWPTEMPLATE

Objectives: At the end of this session, students should be able to:
e Describe why strategy and planning come first and populating the tool is last.

o State how sheets build on each other.
e Describe the purpose of all the worksheets of the AWP.
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STAFFING ANALYSIS & ALIGNMENT

Objectives: At the end of this session, students should be able to:
e Anficipate staffing needs based on park plans, park data, and previous experience.

e Practice staffing needs on SEOT data.
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KENAI FJORDS NATIONAL PARK -
FACILITY MANAGEMENT: PROPOSED
STAFFING MODEL

The management model for the Facility Management Team at Kenai Fjords National Park
(KEFJ) up to now has been one of “crisis management.” | would like to change that practice
to a more proactive model, one that uses proper planning through life cycle business
practices in support of both Executive Order 13327 and Director’s Order #80. With a few key
changes to the organization chart, we could easily become a forward-thinking and
progressive program. The following document will illustrate why these changes are necessary
and how they could be accomplished to greatly improve the efficiency and ultimately the
success of the Facility Management program at KEFJ.

Background:
The KEFJ operation has grown in several ways over the past ten years. The number of assets

that we operate and maintain has increased significantly with the purchase of downtown
properties. The number of staff in Resource Management and Interpretation has also
increased. Consequently, the park has acquired more vehicles, boats, snow machines, and
other equipment. The Facility Management staff has grown minimally during that same time.
When the selection was made for the last Facility Manager (FM), the selectee had been
promoted from the park’s Maintenance Supervisor position, WS-4749-8 (in approx. FY 2000). His
position was never refilled. This has had a significant impact on the work load of the FM and,
therefore, the ability to get beyond crisis management. It left the FM with the sole responsibility
for all first line supervision since there was not a WS-level supervisor. Currently, at peak season,
the FM directly supervises as many as 20 employees with no mid-level support. As a result,
there have been gaps in communication, confusion among the crews, inefficiencies, and
insubordination, which ultimately lead to deflated morale. In 2005, an additional Maintenance
Work Leader, WL-4749-8, was hired to “supervise”/manage the Coastal (M/V Serac) Operation
and Trails. This alleviated some of the workload of the FM but a WS position was still needed to
provide supervisory support (i.e., employee performance standards, performance appraisals,
dealing with performance and conduct issues).
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Position Detail and Justification:

The following outlines the duties and relevance of each position in the proposed
organizational chart. Each of these positions will play an important role in the effectiveness of
the Facility Management Team at KEFJ.

Facility Manager, GS-1640-12, PFT: The Facility Manager at KEFJ currently has had to focus a
significant amount of time on supervision of up to 20 people during the height of the busy
season. This, combined with the lack of support for the Facility Management Software System
(FMSS) and perhaps a lack of vision beyond *crisis management,” has kept the KEFJ Facility
Management program from moving towards a proactive business model.

The Facility Manager will provide expertise in Asset Management, Operations and
Maintenance, Project Management, Resource Stewardship, Business Management, and
Supervision & Leadership. Each of these competencies is listed in the Facility Management
Program. Facility Manager Competencies Report (Dodson, E., Harvey, T., Hastings, 1.S., &
Wolter, A. S., 2008) outlines a larger, more detailed list of responsibilities associated with them.

Facility Operations Specialist, GS-1640-7/9 PFT (New position proposal - Could be STF): To date,
the utilization of the FMSS at KEFJ has been limited to dependence on the yearly Condition
Assessment training exercise of several Engineering students from the Alaska Regional Office
(working with the Regional FMSS Coordinator, Dan Lemay) and the collateral duty of FMSS
data entry by an Admin. Assistant. Since the FMSS has become a cornerstone for acquiring
facility project money in the Project Management Information System (PMIS) via the Project
Scoping Tool, KEFJ provides the justification for the addition of a full time Facility Operation
Specialist (GS-1640-7/9) to focus efforts on the FMSS. This position could be modeled after a
similar position at GLBA that functions as the park’s Safety Officer, Environmental Management
System (EMS) coordinator, and the FMSS coordinator.

Incumbent would provide much-needed support to the FM in areas of the FMSS, PMIS,
condition assessments, cost estimating, EMS, and Safety (EMS & Safety Officer were
traditionally collateral duties of FM, now taken on by OASLC chief who is close to retirement).
In order for a FM to make sound, data-driven decisions he or she must have accurate
information to work from, and the FMSS provides that information. The Facility Operation
Specialist would have the ability to keep the FMSS data current and use it to create projects in
PMIS through the use of the Project Scoping Tool (PST). This will allow KEFJ to be more
competitive for the funding required to improve and maintain all of the park’s assets.

Safety Officer: Incumbent would coordinate all safety related training for the park, implement
and track all OSHA training requirements, establish a respiratory program for KEFJ (currently
nonexistent), identify other deficiencies in operational leadership, manage SMIS, and serve as
the lead on the Safety Committee.

EMS: Incumbent would take the lead on reporting, updating EMS plans, defining deficiencies,
and making suggestions for improvements. Individual would serve lead role on the park’s
“Green Team” interdisciplinary work group.

Administrative Assistant, GS-0303-6 (upgrade from GS-5), PFT: Provides administrative support
for the entire FM operation. Duties include FMSS data entry, AFS & Maintenance budget
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tracking, credit card expenditure log, energy reports (monthly & annually), FAST report, vehicle
fuel report, tfracking fuel card accounts, maintaining utility accounts, producing fiscal year-
end Maintenance budget report, records management, payroll, Govtrip travel planning, and
other miscellaneous data gathering in direct support of the FM.

Maintenance Mechanic Supervisor, WS-4749-8, PFT (Could be STF): This position will provide the
much-needed first line supervision of all maintenance operations. This includes Roads & Trails,
Buildings & Utilities, Coastal Operations, and the Automotive & Equipment Shop. The
incumbent will be responsible for all supervisory requirements including performance
standards, budget tracking, hiring, and working with the Facility Manager to establish short-
and long-term goals. He or she will monitor appropriate work flows and provide on-site
supervision. He or she will work directly with the FM to complete hiring, implement Annual Work
Plans, manage projects, and write completion reports.

Building, Utilities, & Grounds (B&U) Work Leader, WL-4749-8, STF (13 pay periods): This person will
be the field lead position for accomplishing all Operations and Maintenance of Buildings,
Utilities, and Grounds (B&U) within the park. This includes built assets on the remote coast,
assets in the downtown district of Seward, the Exit Glacier assets, and the Maintenance facility.
(The operation and maintenance of the following assets and their equipment features fall
under the responsibility of B, U, & G: 34-buildings, 5-housing, 3-water systems, 2-waste water
systems, 1-electrical generation system, 7-fuel systems, 1-campground, 1-picnic area, and 5-
maintained landscapes).

Maintenance Mechanic, WG-4749-9, STF (13 pay periods): Another area in which the Facility
Management program at KEFJ is not able to meet its highest mission priorities efficiently is with
the operation and maintenance of critical utility systems. Currently, the Auto/Equipment
mechanic spends an excessive amount of overtime hours to maintain the electrical
generation system and water system at Exit Glacier. The Mechanic is already beyond
capacity with his other duties yet is the only person available to operate and maintain these
systems (including weekends).

This position fills a major void at KEFJ of a journeyman-level tfradesperson. The incumbent will
work with the B&U Work Leader and Maintenance Worker to take care of numerous jobs
related to B&U throughout the park. Often times there are multiple projects that spread the
B&U Work Leader too thin. There is a particular need for support in the operation and
maintenance of electrical generation and water systems in the Exit Glacier area. Currently,
the park spends large amounts of salary expenditures in overtime to send our equipment
mechanic out to the Exit Glacier area on the weekends to operate and maintain those critical
utility systems.

B&U Maint. Worker, WG-4749-5, PFT: This person works with B&U Work Leader, Maintenance
Mechanic, and seasonal Laborers to accomplish a wide variety of operations related to B&U.
This individual is responsible for all custodial duties during the winter (when Grounds Laborers
are not working), snow removal operations, and any other unplanned work during winter
months.

Seasonal Laborer #1 (Grounds), WG-4749-3 (10 pay periods): This person, in conjunction with
one other Seasonal Laborer, provides all custodial and grounds keeping for the park during
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the busy summer months. The areas of operations include park Headquarters, Visitor Center,
other downtown properties, and the Exit Glacier area assets.

Seasonal Laborer #2(Grounds), WG-4749-3 (10 pay periods): This person, in conjunction with
one other Seasonal Laborer, provides all custodial and grounds keeping for the park during

the busy summer months. The areas of operations include park Headquarters, Visitor Center,
other downtown properties, and the Exit Glacier area assets.

Roads, & Trails Lead, Maintenance Worker, WL-4749-5, STF (13 pay periods): This person will be
the main contact, coordinator, and ground support for the 2-3 annual SCA & SAGA crews.
They will be responsible for accomplishing all Roads, Trails, and Signs projects in the park using
work crews, volunteers, YCCs, and seasonal laborers. There are approximately 10 miles of trail,
six bridges, two miles of roads, three parking areas, and over 50 signs that fall under the
responsibility of R&T at KEFJ. (Note: These duties are currently the responsibility of the
Maintenance Work Leader WL-4749-8/5, a position that is not in the proposed org chart).

Auto, Boats, & Equipment Mechanic, WG-4737-9, PFT: This person, with assistance of a seasonal
Laborer, maintains, services, and repairs all vehicles (25), boats (eight including the M/V
Serac), and equipment (Dump Truck, Loaders, Bobcats, snow machines, chipper, generator
sets, snow blowers, lawn mowers, chain saws, weed eaters, trailers, etc.). This person also
provides the main operational support in of snow removal during the winter.

Coastal Operations Lead - Logistics Coordinator: GS-0303-7/9, STF (13 pay periods): This
person, at full performance level, will be the lead coordinator of M/V Serac operations. The
incumbent schedules and coordinates all Serac trips with parties involved; maintains the
calendar; assists with loading and unloading of the vessel before and after trips; and maintains
budget for Serac operations. The person provides additional logistical support, in conjunction
with the Resource Management Logistics Coordinator, for other coastal projects and
operations. (Note: These duties are currently the responsibility of the Maintenance Work
Leader WL-4749-8/5, a position that is not in the proposed org chart.)

Small Craft Operator, WG-5786-9, STF (13 pay periods): Provides operational support of coastal
operations by operating the park’s 53-foot vessel, M/V Serac. Note: Currently, the Captain and
Deckhand are paid eight hours base and two hours overtime for each day on the water.
There has been much discussion about the appropriate way to pay these positions while out
on the boat 24/7. Based on the recent marine review that was done at GLBA, an examination
of the M/V Serac operation should be completed to determine the most appropriate and safe
way to operate. For instance, is a second licensed captain warranted? Should boat crew be
paid for 12-hour days vs. 10-hour days while at sea?

Deckhand, WG-5788-6, STF (13 pay periods): Provides operational support of coastal
operations by assisting the Small Craft Operator on the park’s 53-foot vessel, M/V Serac. Note:
Currently, the Captain and Deckhand are paid eight hours base and two hours overtime for
each day on the water. There has been much discussion about the appropriate way to pay
these positions while out on the boat 24/7. Based on the recent marine review that was done
at GLBA, an examination of the M/V Serac operation should be completed to determine the
most appropriate and safe way to operate. For example, should KEFJ consider making the
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Deckhand position a USCG-licensed boat captaing Should the boat crew be paid for 12-hour
days vs. 10-hour days while at sea?

References:

Dodson, E., Harvey, T., Hastings, 1.S., & Wolter, A. S. (2008). Facility Manager Job Competencies.
Bloomington, Indiana: Eppley Institute, Indiana University.

Executive Order 13327

Director’s Order #80
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Weighty Decisions |

NOVA Activity Shackleton’s Journey of Endurance

In this activity, you are Sir Ernest Shackleton and your
ship, the Endurance, has been frozen in the pack ice of
Antarctica’s Weddell Sea for nine months. It's clear that
soon the Endurance will sink due to the pressure of the
ice surrounding it. An enormous challenge is before
you. What will you take with you and what will you
leave behind?

Procedure Group Questions

@ Below is a list of items that you can salvage from the Write your answers on a separate sheet of paper.
Endurance before she sinks. You cannot possibly move
everything across the ice, so you must choose wisely
those things that are crucial. Twenty-seven men and 70
dogs are on your expedition. @ Which items were most difficult to agree on?

@ What were the principles and guiding questions that
drove your group’s decisions?

(2 As you make your choices, keep in mind that you don't (3 How did your group resolve any differences of opinion?
know how long you will be stranded.

(3 Check each item as 1st, 2nd, or 3rd priority in the boxes
beside each. First priority items must be included for
survival. Second and third priority items may be left
behind because their function can be achieved through
other means or because they take space away from
more important items.

Endurance Inventory

1 2 3 ltem 1 2 3 ltem 1 2 3 ltem
Artist’s oil paints Journals and pencils Sextant
Books Knives Ship’s bell
Camera, film Matches Signal mirror
Canned meat Medical supplies Sledges and dogs
Compass Pistols, cartridges Soccer ball
Cooking pots Playing cards Star charts
Cotton shirts Radio Stove
Extra kerosene Reindeer skin sleeping bags Tents
Extra lamp wicks Rifles, cartridges Tools
Flare Pistol Rope Wooden crates
Fresh water in canisters Sail canvas Woolen long underwear

Q) |99



Vle[feaWIlPA Advanced Facility Management Practices—Student Workbook

WRITING WORKSHOP

Communication as a Rhetorical Situation

Thinking about communication rhetorically can make your writing more effective. The more
we keep in mind the specific audience for whom we're writing, the better our chances of
persuading this audience in the ways we intend. Rhetorical thinking can also make writing
easier: by helping us to see more of the elements that are involved when we communicate, it
gives us a clearer sense of how we can use these elements as resources for achieving our
persuasive purposes.

Cultural Context

Message/Purpose

Audience
¢ Needs
o Attitudes
¢ Knowledge

Writer

Rhetoric: “The ability to see the available means of persuasion in any given situation”

(Aristotle); using these means of persuasion to motivate others toward changes in
belief, understanding, and action.
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Central Concepts

Here are some central concepts to bear in mind during our discussion today (and hopefully
after our discussion as welll).

Professional Writing refers to writing that is:

¢ information-based
e qaction-oriented; and
e qaudience- (or user-) centered.

Rhetoric is the use of language to influence the beliefs and actions of others. The ways we use
language—and the ways language is used on us—can be thought of as rhetorical situations,
or interactions that involve:

e Q writer or speaker

e a4 message or purpose they are trying to communicate or accomplish

e an audience whom they are addressing

e a genre (or conventionally defined kind of communication) in which they are
communicating; and

e the cultural contexts that writers and audiences occupy but may not share.

Tone is the reader’s sense of a writer's attitude toward two things: the subject and the reader.
The tones we “feel” or “hear” in reading vary widely, and we have an equally wide range of
adjectives for describing them. Someone’s proposal may seem “optimistic.” A supervisor’s
memo may be “accusative.” A co-worker’s presentation may feel “pretentious” in some parts
but “sincere” in others. While tone may seem like a lesser concern, research shows that
readers are highly influenced by the explicit and implicit attitudes that writers convey.

Organized writing (1) consistently adheres to specific principles of order and structure, while (2)
ensuring its audience knows what those principles are. Just as style is a matter of
appropriateness for purpose, so it is with organization: texts are organized when they
appropriately match the kind of reading they invite or require. Organized texts have a feeling
of “flow"—that one is being pulled along through the text, even though a reader is actually
doing a fair amount of work to make this happen.

Coordination and subordination are key organizational tools that help us clarify the
relationships between the ideas in a sentence. Coordination (using coordinators such as and,
but, or, nor, for, so, and yet) indicates that two related ideas are of equal importance.
Subordination (using subordinators such as after, although, because, if, since, unless, until,
when, while, and so on) indicates that two ideas are related, but one is of primary importance
and the other secondary, assisting the primary idea in some capacity.

Impact is the result of writing that manages its resources effectively toward achieving its
purpose for ifs specific audience. In other words, impact is rhetorical success.
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Assessing Audience

Considering the needs, attitudes, and knowledge of your audience is always a good place to
start in the writing process. It can save you the time of drafting sections they don't need in
order to be persuaded in the way you desire; it can also alert you to incorrect assumptions
about what they know or how they feel concerning your subject. In the end, the question of
whether or not to do something in a document always has the same answer: It depends on

your qudience. Here are some general questions to consider.

» Needs

Did my audience request this document? If not, what must | do to ensure that they
will read it/act upon it in the way | desire?

Is my audience already familiar with the genre in which I'm writing? If not, what
could | do to make sure they are oriented and engaged rather than confused and
irritated? Would a different genre be more persuasive?

What kind of length and organization will best meet the level of attention my
audience seems likely to bring to my document?

When would be the ideal time to present my document to my audience? What
would be the ideal means of delivering it to them (hard copy or electronic, in
person or as an attachment)?

P Attitudes

What is my audience’s current attitude toward/opinion of my subject?

What probable objections do they have to my purpose or goal?

What probable reasons do they have for supporting me in my purpose or goal?
What is my audience’s attitude toward me (or my team) as author(s) of this
document?

What tone would be most persuasive! What tone do | want to avoid at all costs?
If my document is successful, what specific attitudes do | want my audience to have
about my subject? What do | want them to be ready to do now because of what
I’ve written?
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» Knowledge

e  What can | rightly assume my audience already knows about my subject?

e  What can | assume my audience does not know about my subject?

e Of all the information | could convey, what information is essential—the kind
without which my audience cannot be persuaded in the way | seek?

e Of all the information | could convey, what information is not essential but perhaps
helpful? Where might this information be placed in my document in order to be
most helpful (footnotes, appendices, glossary of important terms, a separate section
of background information, and so on)?
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Writing with Different Kinds of Reading in Mind

We enact many different kinds of reading when we try to make sense of a text.
Understanding how and when readers enact these kinds of reading allows us to more
effectively write a document for the specific kind(s) of reading it is likely to invite.

READER TYPE OF PURPOSE & NATURE
INVESTMENT READING

Scanning Reading to find one specific part or parts of a
larger text. Scanning is never linear—it “flips
through” the text in search of obvious clues (like
titles and headings) to help target the part of the
larger whole being sought.

Skimming Reading to determine the overall purpose or
meaning of a text; reading to “get the gist” of it.
Skimming, like scanning, relies largely on obvious
clues like titles and headings, yet it is less random
and much more linear: skimmers typically read
first and last sentences of paragraphs in sequential

order.
Receptive Reading to comprehend, in a fairly complete and
Reading detailed way, the meaning or purpose of a text.

Receptive reading is linear: readers start at the
beginning, end at the conclusion, and, if they
pause, they usually pick up right where they left

off.
Critical Reading not merely to comprehend a text’s
Reading meaning or purpose but to critique that meaning

or purpose as well. Critical reading is both linear
and recursive: that is, the text is read start to
finish (at least once), and then specific sections
are read and reread to refine one’s overall
understanding of the text. Critical reading usually
involves annotation of a text in some fashion—
summaries in margins, arrows connecting related
or repeated ideas, circles or highlights around
significant concepts or terms, and so on.
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Tone and Assertion

Most assertions are variations on a declarative sentence—the bread and butter sentence form
of professional writing. Understanding the varying degrees of forcefulness our assertions
convey is key to managing tone and style in technical prose. Often one clumsily worded,
overly generalized, and inappropriately forceful assertion is enough to alienate a reader.
Granted, readers may still have to read the rest of what you've written. But they don’t have to
pay it the attention it might deserve, and they certainly don't have to like it.

STRENGTH

+

Very Assertive

The reason why so many facilities are poorly managed is because of
inadequate documentation about the management process.

Claims that inadequate documentation is the reason for poor management, full
stop. Likely requires support.

Moderately Assertive

The main reason why so many facilities are poorly managed is because of
inadequate documentation about the management process.

There may be other reasons for poor facilities management (which is still the
primary cause).

Moderately Tentative

One of the main reasons why so many facilities are poorly managed is
because of inadequate documentation about the management process.

Inadequate documentation may be only one of many reasons for poor facilities
management.

Very Tentative

One of the main reasons why so many facilities are poorly managed
might be because of inadequate documentation about the management
process.

There are many reasons for poor facilities management, and inadequate
documentation is possibly one of them.

Very Tentative with Support

According to Green (1999), one of the main reasons why so many
facilities are poorly managed may be inadequate documentation about
the management process.

Suggests that the conclusion is Green's responsibility. Assertion hinges on
source reliability.
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Managing Your Resources in Writing

Any kind of writing is a complex act—at least as complex as the rhetorical situation (and its five
component elements) that we've discussed. But in that complexity lies great opportunity. If
we think of writing as an act that relies on different kinds of resources at different overlapping
levels or scopes, then each of these levels of resources has the potential to contribute
something unique to our quest forimpact. The more we develop our awareness of these
resources in our writing, the better we can manage them toward rhetorical success.

LEVELS OF
RESOURCES
Field or Discipline
Genre
Section
Paragraph
Sentence

Word

Punctuation
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Types of Paragraphs

The standard deductive paragraph is a professional writing workhorse. Its common-sense
structure of “here’s what I'm going to tell you, here it is, and here’'s what | told you"” works very
efficiently to ensure that even inattentive readers get the point (or most of it, at least). But not
every writing task lends itself to this pattern; there are alternatives that often better meet
certain needs. What's more, varying your paragraph style can go a long way toward curing
that unflinchingly repetitive deductive rhythm that can really wear a reader down.

Deductive. A deductive paragraph proceeds from general to specific: it makes a
claim, provides supporting evidence and analysis to prove the claim, then states that
the claim has been proven. It can also expand in conclusion to explain the
significance or implications of the claim that has been demonstrated.

Inductive. The logical inverse of the deductive paragraph, the inductive paragraph
proceeds from specific to general. It presents anecdotes or information that aren’t
really evidence yet, because a claim has not yet been advanced. The paragraph
concludes with this general claim, making us realize how the information that preceded
it is its proof. Because it withholds this claim to the end, inductive paragraphs have a
kind of "a-hal” effect. They are also seductive in ways deductive paragraphs cannot
be: they invite a reader to follow a path and see where it leads, whereas the deductive
paragraph reveals the destination from the very start.

Narrative. The narrative paragraph tells a story, or part of a story in a chain of narrative
paragraphs. It can open with a claim about what the story will show (deductive) or
end with a claim about what it means (inductive), but its development is largely
specific to specific. Its organization is typically chronological, narrating events in their
order of occurrence. Narrative paragraphs are perhaps the most readable and
intuitive paragraph structure of all, for they draw upon our senses of linear time/cause
and effect that are foundational elements of everyday life.

Definitional. A definitional paragraph develops around the specification of a concept
or object. Even with simple concepts or objects, a definition can begin in many ways

and proceed along many different lines. (For example, an object may be defined by
its shape, size, composition, function, importance, expense, origin and history, place in
a much larger scheme of things, and so on).

Descriptive. Descriptive paragraphs detail the appearance of something through
words. They give “the lay of the land"—for example, the precise arrangement of safety
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equipment within a building. They make heavy use of directional cues (above,
beneath, next to, and so on).

e Procedural. Procedural paragraphs share elements of both narrative and descriptive
paragraphs: they relate a series of sequential steps in order to describe what a process
looks like. They make heavy use of temporal cues and indications of sequence (first,
then, after, finally, and so on).
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Parts of the Deductive Paragraph:
A General Model of Function

Topic assertion and transition
Moves from previous idea, declaring what will be shown
or discussed in this paragraph.

Evidence
Presentation of the facts or ideas that begin to develop your
topic assertion from above.

-
e OO

Explanation of how the above facts or ideas develop your topic
assertion.

Conclusion

Final statement of what you have developed or shown. If the
paragraph marks the end of a larger section, also state here what
that section has developed or proven.

off>jimjf -
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Transitional Words and Phrases

The purpose of transitions at all levels of writing is to clarify the relationships between ideas.
Effective transitions allow readers to “add up” the points of your argument or presentation as
they progress through it. In this sense, transitions are like trail markers or road signs, for they
help readers see how they will get from where they are to where you would like them to go.

RELATIONSHIP WORDS AND PHRASES

Addition again, also, and, as well as, furthermore, in
addition, moreover, too

Causality because, consequently, since, as a result,
therefore
Chronology after, before, earlier, first, in the meantime, in

turn, later, next, now, prior, second, since,
subsequently, then, while

Comparison in comparison, likewise, in the same way, in the
same manner, similarly

Contrast but, conversely, however, in contrast,
nevertheless, nonetheless, yet, while, otherwise,
still, on the other hand, to the contrary

Exemplification for example, for instance, namely, specifically,
to illustrate, to demonstrate, as a case in point

Explanation in fact, in other words, put another way, simply
stated, in essence

Summary in summary, in retrospect, on the whole, to
summarize, all told, all together, to recap

Conclusion accordingly, in conclusion, as a result, finally,
hence, in closing, lastly, therefore, thus, to
conclude
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Three Challenges for the Truly Motivated

Challenge #1: The Rhetorical Situation as an Aid to Writing (Easy)

Begin the next writing task you're assigned, either by yourself or as part of your writing group,
by mapping out the rhetorical situation of the document. Say as much as you can about
each of the elements of the situation, forging connections between them. What genre are
you writing in, and how does it match the purpose? What conventions of this genre will
audience members likely expect and understand? How do the needs, attitudes, and
knowledge of your infended audience influence how you will go about accomplishing the
purpose of this document (through its organization, style, and so on)2 Such a map will better
prepare you to write an effective document than pondering nothing more than this
document’s planned purpose.

Challenge # 2: Paragraph Types (Moderate)

Take five continuous paragraphs from anywhere within a document you're writing. Equipped
with our repertoire of paragraph types, (1) see if you can classify the type of each paragraph,
and then (2) see if you've utilized a paragraph type that best matches the purpose of each
paragraph. If you can’t say specifically why a certain paragraph type is appropriate for
each, then experiment with other types! If you don't hit upon another that you like better, at
least this might help you articulate specific reasons why your original choice of paragraph
type was appropriate.

Challenge #3: Sentence Combining (Not for the faint of heart!)

Take any ten continuous sentences from anywhere within a document you're writing.
Underline the ideas in each, then see if how you've coordinated and subordinated these
ideas reflects their relationships and importance properly. Did you subordinate an idea to
another when perhaps this subordinated idea is important enough to deserve its own
sentence? Is aless important idea occupying its own sentence when it perhaps should be
coordinated or subordinated? Rework them until you're sure you have the right ideas,
expressed with the right relationships, in the right kind of sentence. Yes, this can feel tedious.
But no one said impact was free!

“Writing for Impact” © 2012 Dana Anderson. Please do not copy or distribute materials from this presentation without written
permission from the author (danaande @indiana.edu). But do feel free to contact the author at any time. He'd love to chat.
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STRENGTHS BASED LEADERSHIP

Brief Theme Descriptions S tre n g th S

Achiever

People who are especially talented in the Achiever theme have a great deal of stamina and work hard. They take
great satisfaction from being busy and productive.

Activator

People who are especially talented in the Activator theme can make things happen by turning thoughts into
action. They are often impatient.

Adaptability

People who are especially talented in the Adaptability theme prefer to “go with the flow.” They tend to be “now”
people who take things as they come and discover the future one day at a time.

Analytical

People who are especially talented in the Analytical theme search for reasons and causes. They have the ability to
think about all the factors that might affect a situation.

Arranger
People who are especially talented in the Arranger theme can organize, but they also have a flexibility that

complements this ability. They like to figure out how all of the pieces and resources can be arranged for
maximum productivity.

Belief

People who are especially talented in the Belief theme have certain core values that are unchanging. Out of these
values emerges a defined purpose for their life.

Command

People who are especially talented in the Command theme have presence. They can take control of a situation and

make decisions.
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Brief Theme Descriptions Stre n g th S

Communication

People who are especially talented in the Communication theme generally find it easy to put their thoughts into
words. They are good conversationalists and presenters.

Competition

People who are especially talented in the Competition theme measure their progress against the performance of
others. They strive to win first place and revel in contests.

Connectedness

People who are especially talented in the Connectedness theme have faith in the links between all things. They
believe there are few coincidences and that almost every event has a reason.

Consistency

People who are especially talented in the Consistency theme are keenly aware of the need to treat people the
same. They try to treat everyone in the world with consistency by setting up clear rules and adhering to them.

Context

People who are especially talented in the Context theme enjoy thinking about the past. They understand the
present by researching its history.

Deliberative

People who are especially talented in the Deliberative theme are best described by the serious care they take in
making decisions or choices. They anticipate the obstacles.

Developer

People who are especially talented in the Developer theme recognize and cultivate the potential in others. They
spot the signs of each small improvement and derive satisfaction from these improvements.

Discipline

People who are especially talented in the Discipline theme enjoy routine and structure. Their world is best de-
scribed by the order they create.

COPYRIGHT © 2000, 2005-2007 GALLUP, INC. ALL RIGHTS RESERVED. GALLUF®, STRENGTHSFINDER®
CLIFTON STRENGTHSFINDER®, AND THE 34 CLIFTON STRENGTHSFINDER THEME NAMES ARE TRADEMARKS OF GALLUP, TNC. 2
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Brief Theme Descriptions Stre n g th S

Empathy

People who are especially talented in the Empathy theme can sense the feelings of other people by imagining
themselves in others’ lives or others’ situations.

Focus

People who are especially talented in the Focus theme can take a direction, follow through, and make the
corrections necessary to stay on track. They prioritize, then act.

Futuristic

People who are especially talented in the Futuristic theme are inspired by the future and what could be. They
inspire others with their visions of the future.

Harmony

People who are especially talented in the Harmony theme look for consensus. They don’t enjoy conflict; rather,
they seek areas of agreement.

|deation

People who are especially talented in the Ideation theme are fascinated by ideas. They are able to find connections
between seemingly disparate phenomena.

Includer

People who are especially talented in the Includer theme are accepting of others. They show awareness of those
who feel left out, and make an effort to include them.

Individualization

People who are especially talented in the Individualization theme are intrigued with the unique qualities of each
person. They have a gift for figuring out how people who are different can work together productively.

Input

People who are especially talented in the Input theme have a craving to know more. Often they like to collect and
archive all kinds of information.

COPYRIGHT (© 2000, 2005-2007 GALLUF, INC. ALL RIGHTS RESERVED. GaALLUP®, STRENGTHSFINDER®,
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Brief Theme Descriptions Stre n g th S

Intellection

People who are especially talented in the Intellection theme are characterized by their intellectual activity. They
are introspective and appreciate intellectual discussions.

Learner

People who are especially talented in the Learner theme have a great desire to learn and want to continuously
improve. In particular, the process of learning, rather than the outcome, excites them.

Maximizer

People who are especially talented in the Maximizer theme focus on strengths as a way to stimulate personal and
group excellence. They seek to transform something strong into something superb.

Positivity

People who are especially talented in the Positivity theme have an enthusiasm that is contagious. They are upbeat
and can get others excited about what they are going to do.

Relator

People who are especially talented in the Relator theme enjoy close relationships with others. They find deep sat-
isfaction in working hard with friends to achieve a goal.

Responsibility

People who are especially talented in the Responsibility theme take psychological ownership of what they say they
will do. They are committed to stable values such as honesty and loyalty.

Restorative

People who are especially talented in the Restorative theme are adept at dealing with problems. They are good at
figuring out what is wrong and resolving it.

Self-Assurance

People who are especially talented in the Self-Assurance theme feel confident in their ability to manage their own
lives. They possess an inner compass that gives them confidence that their decisions are right.

COPYRIGHT © 2000, 2005-2007 GALLUP, INC. ALL RIGHTS RESERVED. GALLUF®, STRENGTHSFINDER®
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Brief Theme Descriptions Stre n g th S

Significance

People who are especially talented in the Significance theme want to be very important in the eyes of others. They
are independent and want to be recognized.

Strategic

People who are especially talented in the Strategic theme create alternative ways to proceed. Faced with any given
scenario, they can quickly spot the relevant patterns and issues.

Woo

People who are especially talented in the Woo theme love the challenge of meeting new people and winning them
over. They derive satisfaction from breaking the ice and making a connection with another person.
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Strengths-Based Leadership Guide (with action strategies) Strengths

Leader:

The Four Domains of Leadership Strength

As Gallup studied and worked with thousands of leadership teams, we began to see that while
each member had his or her own unique strengths, the most cohesive and successful teams
possessed broader groupings of strengths. So we initiated our most thorough review of this
research to date. From this dataset, four distinct domains of leadership strength emerged:
Executing, Influencing, Relationship Building, and Strategic Thinking.

Executing

Leaders with dominant strength in the Executing domain know how to make things happen.
When you need someone to implement a solution, these are the people who will work
tirelessly to get it done. Leaders with a strength to execute have the ability to “catch” an idea
and make it a reality.

Influencing

Those who lead by Influencing help their team reach a much broader audience. People with
strength in this domain are always selling the team’s ideas inside and outside the
organization. When you need someone to take charge, speak up, and make sure your group is
heard, look to someone with the strength to influence.

Relationship Building

Those who lead through Relationship Building are the essential glue that holds a team
together. Without these strengths on a team, in many cases, the group is simply a composite
of individuals. In contrast, leaders with exceptional Relationship Building strength have the
unique ability to create groups and organizations that are much greater than the sum of their
parts.

Strategic Thinking

Leaders with great Strategic Thinking strengths are the ones who keep us all focused on what
could be. They are constantly absorbing and analyzing information and helping the team
make better decisions. People with strength in this domain continually stretch our thinking for
the future.

137857899 (Stephen Wolter) © 2000, 2006-2008 Gallup, Inc. All rights reserved. 09/13/2010
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Strengths

Stregths-Based Leadership Guide (with action strategies)

Gallup found that it serves a team well to have a representation of strengths in each of these
four domains. Instead of one dominant leader who tries to do everything or individuals who
all have similar strengths, contributions from all four domains lead to a strong and cohesive
team. This doesn’t mean that each person on a team must have strengths exclusively in a
single category. In most cases, each team member will possess some strength in multiple
domains.

According to our latest research, the 34 Clifton StrengthsFinder themes naturally cluster into
these four domains of leadership strength. See below for how your top five themes sort into
the four domains. Then, use the chart at the end of this report to plot your team members' top
five themes and see how their strengths sort into the four domains as well. As you think about
how you can contribute to a team and who you need to surround yourself with, this may be a
good starting point.

Your Top Five Clifton StrengthsFinder Themes

Relationship

Building Strategic Thinking

xecuting Influencing

Followers’ Four Basic Needs

Followers have a very clear picture of what they want and need from the most influential
Jeaders in their lives: trust, compassion, stability, and hope. On the next several pages, for
cach of your top five Clifton StrengthsFinder themes, you will find a brief definition of the
theme, strategies for leveraging that theme to meet followers” four basic needs, tips for
leading others who are strong in that theme, and illustrations of what that theme sounds like

in action.
137857899 (Stephen Wolter) © 2000, 2006-2008 Gallup, Inc. All rights reserved. 09/13/2010
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Strengths-Based Leadership Guide (with action strategies)

Strengths

Team Name:

Executing

Influencing

Custom Team Distribution Chart

Relationship Building

Strategic Thinking

© 2000, 2006-2008 Gallup, Inc. All rights reserved.
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Guide for Strengths-Based Discussions in Organizations

o

6.

Use this guide to start to understand how you and your coworkers use your top themes to work together. You
can use the Team Top 5 Grid as a reference to help answer these questions.

What are our top themes as a team, and what are the patterns of behavior that result?

How do we communicate?

What drives us?

How do we set direction and make decisions?

How do we overcome obstacles?

How do we build and maintain relationships?

How do we recognize each other and celebrate success?

Strengths

COPYRIGHT © 2007 GALLUP, INC. ALL RIGHTS RESERVED.
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Team Top 5 Grid Strengths

Write the names of your group
members across the top of the
grid. Then record each person’s
top five themes by placing an X
next to that theme in his or her
column.

Achiever

Activator
Adaptability
Analytical
Arranger
Belief
Command

Communication

Competition

Connectedness

Consistency

Context

Deliberative

Developer

Discipline

Empathy

Focus

Futuristic

Harmony

Ideation

Includer

Individualization

Input

Intellection

Learner

Maximizer
Positivity
Relator
Responsibility
Restorative

Self-Assurance

Significance

Strategic
Woo

COFYRIGHT (€ 2000, 2005-2007 GALLUP, INC. ALL RIGHTS RESERVED.
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HEALTH, WELLNESS, AND STRESS
MANAGMENT

10 Stretches to Do at Work

At your desk, on a break, or before or after a long meeting, these stretches will help keep you
from getting sfiff, tired, and cranky during the workday. Try them at the end of the day, too, to
relieve stress before you head home.

Tips for Your Practice:

Move into each pose slowly and deliberately.

Remember to breathe while you are holding each pose. Don't hold your breath.
Start slowly and don't overdo it.

Loose, comfortable clothing or workout clothes are best for yoga practice. Bare feet
are essential unless you are in some of the resting poses.

You can do these poses every day if desired.

Arm Stretch #1 Arm Stretch #2

e Bring your arms behind your back, e Interlock your fingers and extend
clasping your hands. Or, hold a tie, your arms outward, straight in front
sweater, or scarf (or something) of your shoulders. Your palms should
between your hands. be facing outward.

e Lift your arms as high as you can. Lift e Slowly raise your hands overhead,
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your sternum.
e Hold for 30 to 45 seconds, relax for a
moment, then repeat.

Chair Twist #1

stretching all the way from the
waist.
e Work on straightening your elbows.
e Hold for 30 to 45 seconds, relax for a
moment, and try again.

Chair Twist #2

o Sit on the edge of your chair, sideways

with your left side facing the chair back.

Throughout the pose, keep your feet
and knees fogether and even.

Place your hands on the chair as
shown.

Inhale while straightening your spine. As
you exhale, twist toward the back of
the chair, twisting from the very bottom
of your spine -- pushing with your left
hand and pulling with your right hand.
Repeat the inhalation/straighten,
exhalation/twist series several times.
Release and switch sides.

-

e Sitin the middle of your chair,
sideways, with your left side facing
the chair back.

e Repeat the same routine as in Chair
Twist 1.

e Do you feel the twist in the spine at
a slightly different place?

e If you need to, place a book under
your feet to keep them flat.
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Chair Lower Back Stretch

Modified Warrior

Sit in your chair and widen your legs so
they are wider than hip-distance apart.

From the hip crease, bend forward and
allow your entire body to relax. You can
round your back. Drop your head and
completely relax your neck.

If you are not completely comfortable,
try putting a rolled blanket or towel at
the hip crease and lean over again.

Hold this pose as long as you like,
allowing each exhalation to relax your
body and mind a litfle more. Sit up on
an inhalation, pause for a few
moments, and try again.

e Place the back of a chair against
the wall.

e Stand with your left side toward the
front of the chair, your feet 2-1/2 to
3 feet apart.

e Place your left foot on the chair.
The heel of your left foot should be
roughly parallel with the arch of
your right foot.

e Extend your arms, shoulder height,
palms facing downward. Relax your
throat, neck, and shoulders.

o Slowly bend your left knee into a
right angle. Continue to keep your
back leg straight and your back
foot pressing into the floor. Look
straight ahead or out over the hand
over the chair.

e Hold for 20 to 30 seconds. Release
and switch sides.
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Tree Pose

Stand with your left side facing the wall,
feet together.

Bend your left leg so your knee touches
the wall and your foot is on your inner
right thigh.

Place an old tie around your shin if you
need help keeping your left leg up.

Press your foot into your thigh and your
thigh into your foof.

Hold for 20 to 30 seconds, then release
and switch sides.

As you progress, you will no longer need
the tie or the wall.

Head to Chair Pose

Sit in any comfortable position
(wide angle, straight-legged, or
cross-legged) in front of the chair.

Place your forehead on the chair,
on your hands, or on books or
blankets piled up on the chair seat,
whichever is most comfortable.

If your hands are not under your
forehead, allow your arms and
hands to rest on the chair seat
above your head (as shown).

Your back can be rounded.
With each exhalation, allow your
body and mind to relax just a little

bit more.

Stay in this pose as long as you like.


javascript:window.open('/lhj/imagePopUp.jsp?imageUrl=http://images.meredith.com/lhj/images/2002/05/p_11C.jpg','LHJPopUp','width=410,height=390,screenX=100,screenY=200,top=50,left=80,resizable=yes,scrollbars=yes').focus()
javascript:window.open('/lhj/imagePopUp.jsp?imageUrl=http://images.meredith.com/lhj/images/2002/05/p_62B.jpg','LHJPopUp','width=410,height=390,screenX=100,screenY=200,top=50,left=80,resizable=yes,scrollbars=yes').focus()

Advanced Facility Management Practices—Student Workbook Bilelfelai7i0)8)

Seated Hamstring Stretch

o Sit near the edge of the chair, facing
the wall.

o Place yourright foot on the floor at the
wall, knee straight, and bend your left
leg normally.

e Either place a tie around the ball of
your right foot (as shown) or hold onto
the sides of the chair.

e Lengthen your back, lift your sternum,
and relax your throat, neck, and
shoulders.

e Bend slightly forward from the hip
crease, keeping your back elongated
(this means do not round your back).
Only bend as far forward as you can
with your back straight.

e Hold for 30 to 45 seconds, then release
and switch sides.

Seated Double Hamstring Stretch

e Sit near the edge of the chair and
place your feet on the wall. Place a
fie around the balls of your feet.

e Lengthen your back and lift your
sternum. From the hip crease, lean
forward.

e Only go as far forward as you can
with your back and knees straight.
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ASSET MANAGEMENT UPDATE

Objectives: At the end of this session, students should be able to:
e Summarize the updates and practices of the Asset Management Program as it applies
to PFMD.
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PRESENTATION PLANNING

Objectives: At the end of this session, students should be able to:
e Articulate the structure of the oral presentations.

e Listimportant presentation skills (i.e., what is the level of understanding and interest of
your audience?¢ (What is your point and why is it relevant to me?)
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ADVANCED SCIENTIFIC METHOD

Objectives: At the end of this session, students should be able fo:
¢ Employ evidence-based analysis methods for making informed decisions.

e Use scientific reasoning terminology specific to analyzing, evaluating, and
communicating data results.

¢ |dentify the difference between significant data from less important, insignificant
factors.

Q) |131



VilelfelaI0lPA Advanced Facility Management Practices—Student Workbook

Terminology

Inference- the process of drawing a conclusion with some degree of certainty based on
random sampling

Multivariate- involving a number of distinct, though not usually independent, random variables
Outlier- a value that deviates markedly from the other values in a set of data

Parameter- a characteristic, feature, or measurable factor that can help define a particular
system

Reliability- the result of a process that produces a consistent and predictable result over and
over

Skewness- asymmetry in the distribution of the sample data values

Statistical Significance- the probability that an observed relationship or difference in a sample
occurred by pure chance (tells us the degree to which a result is “frue”)

Trend Analysis- the practice of collecting information and attempting to spot a pattern or
trend in the information

Validity- the extent to which a concept, conclusion, or measurement is well founded and
corresponds accurately to the “real” world
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STUDENT ACTIVITY
Fleet Vehicle Update: Moving towards eco-efficiency

In this fiscal year, SEOT is anticipating additional
funding specifically for purchasing new fleet
vehicles. The current stake trucks are
approximately 10 years old and are nearing the
end of their lifetfime. The Superintendent is
interested in buying new, eco-efficient vehicles to
replace the aging fleet.

Review the email you received from the
Superintendent.
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