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1)

2)

3)

INTRODUCTION

This Operating Plan between the Concessioner (Concessioner) and the National Park Service (the Service)
describes the Concessioner’s and the Service's operating responsibilities regarding those lands and
facilities in Great Smoky Mountains National Park (the Area) that are assigned to Concessioner for the
purposes the Contract authorized.

When there is any conflict between the Contract terms and this Operating Plan, the Contract terms,
including its designations and amendments, will prevail.

After consulting with the Concessioner, the Superintendent will review this plan annually and revise it as
the Superintendent of the Area decides is necessary. Any revisions shall not be inconsistent with the main
body of this Contract. Any revisions must be reasonable and further the Contract’s purposes.

DEFINITIONS

Besides all defined terms in the Contract, its Exhibits, and 36 C.F.R. § Part 51, the following definitions
apply to this Operating Plan.

A) Environmentally Preferable. Products or services that have a lesser or reduced negative effect
on human health and the environment when compared with competing products or services
that serve the same purpose. This comparison may consider raw materials acquisition,
productions, manufacturing, packaging, distributions, reuse, operations, maintenance, or
disposal of a product or service. Product considerations include, but are not limited to, the
environmental impacts of the product’s manufacture, product toxicity, and product-recycled
content including post-consumer material, amount of product packaging, energy, or water
conserving features of the product, product recyclability, and biodegradability. These include
those products for which standards have been established for federal agency facilities and
operations.

B) Environmental Purchasing. Purchasing of environmentally preferable products.

C) Post-consumer Material. Material or finished product that has served its intended use and has
been diverted or received from waste destined for disposal.

D) Recycling. The act of producing new products or materials from previously used and collected
materials.

E) Service Policy. The directives, policies, instructions, and guidance regarding the National Park
System and the Service that are in writing and the Secretary of the Interior or a Department of
the Interior or National Park Service official to whom appropriate authority has been delegated
approved, may be amended, supplemented, or superseded throughout the Contract term.
Service Policy includes, for example, NPS-48. Service Policy is available on request from the
Service.

MANAGEMENT RESPONSIBILITIES
A) Concessioner

To achieve an effective and efficient working relationship between the Concessioner and the Service,
the Concessioner must:

(1) Designate a General Manager who:

(@) has the authority and managerial experience to operate the Concession Facilities and
services the Contract requires, and
(b) must employ staff with the expertise and training to operate all services the Contract
authorized with a minimum of the following:
e Onsite Manager(s) manages the concession operations and the Concession
Facilities in the General Manager’s absence

e Food Service Manager

V8.2013
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(@
(d)

B) Service

e Reservations Manager
implements the Service's policies and directives
Management Listing. The Concessioner must provide the Service with a list
identifying key management and supervisory personnel by department with their job

titles, and office and emergency phone numbers by March 1 of each year and
provide a revised list showing changes within 14 calendar days of each change.

(1) The Superintendent manages Great Smoky Mountains National Park and is responsible for all
operations, including concession operations. The Superintendent carries out Service Policy,
including Concession Contract management. Directly, or through designated representatives, the
Superintendent reviews, directs, and coordinates Concessioner activities regarding to the Area.

(2) The Superintendent’s duties regarding concessions include, but are not limited to:

(a)
(b)

evaluating Concessioner services and facilities, and
reviewing and approving rates charged for all commercial services

(3) Contact information. The Service provides a current list to Concessioner with all appropriate points

of contact.

4) GENERAL OPERATING STANDARDS AND REQUIREMENTS

A) Schedule of Operation

V8.2013

(1) Minimum operation season and hours are as follows:

Service Operating Hours of

Season Operation
All Services (Lodging, Food and Beverage, March 25 thru | 9 amto 9 pm
Shuttle, Retail) November 15 7 days/week

(2) Normal Operations

(a

The Concessioner must submit proposed opening and closing dates, and
operational hours for all locations to the Service no later than September 1 for the
next season, which must include, at least, the operating season and hours of
operation as listed above.

The Concessioner must prominently post the operation’s hours. The Concessioner
must follow the minimum hours of operation unless the Concessioner requests
changes and the Service approves the changes in writing. The Service may require
occasional closures, delayed opening, or early closings due to weather, natural
disasters, project to repair infrastructure, and similar occurrences. Other than in
emergency circumstances, the Service will give reasonable notice to the
Concessioner of these dates.

The Concessioner will not provide lodging, food and beverage, or retail services to
Park visitors or allow guests to use the Lodge while the Lodge is closed for the
winter, except in emergencies the Service approved.

Closure for Inclement Weather, Emergencies, or Unusual Circumstances

Notwithstanding the minimum operating season and hours Section 4A specifies,
there may be times when the Concessioner will close or not offer all required and
authorized services because of inclement weather, emergencies, or other unusual
circumstances. Generally, the Concessioner must provide services per the approved
operating season and hours unless inclement weather, emergencies, or other
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unusual circumstances result in unsafe conditions or would preclude providing
satisfactory services to the public.

(f)  Whenever there is a question as to whether conditions justify closing or canceling
services, the Concessioner should consult with the Concessions Management
Specialist before initiating this action.

(9) In the event of inclement weather, emergency, or unusual circumstances that
require a sudden unscheduled closure, the Concessioner must notify the Park
Communications Center (865-436-1294). The Concessioner also must notify the
Concessions Management Division of unscheduled closures as soon as possible.

(h) If the concession operation will be closed, the Concessioner must make every
reasonable effort to notify its patrons of the closure, duration, and reason for the
closure. Additionally, the Concessioner must post a notice at the concession
entrances or office advising the public of the closure’s duration and reason for the
closure.

B) Rate Determination and Approval Process

(1)

V8.2013

Rate Determination. All rates and charges to the public by the Concessioner must comply with the
provisions of Section 3(e) of the Contract. The NPS ensures that the Concessioner’s rates and
charges to the public are commensurate with the level of services and facilities provided in Section
3(e) of the Contract, and are reasonable, justified, and comparable with similar facilities and
services provided by the private sector. The reasonableness of rates is determined based upon
current concession rate approval policies and guidelines documented in the NPS Concession Rate
Administration Guide as it may be amended, supplemented, or superseded throughout the term
of this Operating Plan.

(a) Backcountry Lodging Accommodations. Backcountry Lodging Accommodation Rates initially
will be determined by the Direct Comparability Method. After the initial rates are set, the
Indexing Method, using the Consumer Price Index for all Urban Consumers (CPI-U) for “all
items,” U.S. city average will be used.

(b) Food and Beverage. Rates are based on the Core method, using the Comparability
methodology. Rates for non-core items are set using the National Park Service Competitive
Market Declaration (CMD) methodology.

(c) Shuttle. The Concessioner will determine prices for shuttle service per CMD guidelines.
(d) Retail. Rates are set using the CMD guidelines.

(e) Convenience Items. Rates are set using Manufacturer Suggested Retail Price (MSRP,) if printed
on packaging, or National Association of Convenience Stores (NACS) Markup Percentages.

(f) Souvenir Photographs. Rates are set using the CMD guidelines.

Changes to Methods. Changes initiated by the Service. Changes in market conditions or other
factors may result in the Service modifying the rate approval method utilized for any service types
offered under the Contract. The Concessioner will be notified by the Service of such a change at
least 60 days prior to any rate request due date the Service will prescribe.

(@) Changes requested by the Concessioner. The Concessioner may request a change to rate
approval method, but must submit a request to change rate approval method at least 60 days
prior to the date the next rate request is or would be due. A Concessioner request to change
rate approval methods must include an analysis of market forces criteria, including:

e Alist of competitors who provide reasonable substitutes of the Concessioner’s service.
e Areview of the similarity of competitor services

e Identification of travel time/distance to competitors/the competitive market

e Availability of booking information to visitors

e An assessment of how critical the service or product is to visitors


https://www.nps.gov/subjects/concessions/rate-administration.htm
https://www.nps.gov/subjects/concessions/rate-administration.htm

CC-GRSMO002-25 Exhibit B: Operating Plan Page B-4

V8.2013

(b) A summary of the Concessioners pricing strategy regarding its position relative to its
competitive market

() [For requests to use CMD] The Concessioner's proposed monitoring plan, including
occupancy/utilization data and visitor satisfaction information.

(d) [For requests to use CMD] The Concessioner’s proposed financial offsets.

Rate Requests. Rate requests are applicable to service types approved under the Comparability and
Core rate methods, but not to service types approved under the Competitive Market Declaration,
MSRP, or markup rate methods.

(@) Annual Rate Request. The Concessioner must submit all requests for rate changes to the
Service annually in writing by July 1, and at least 90 calendar days before their intended
effective date.

(b) Contents of Rate Requests: The concessioner must submit its proposed rates in writing and in
accordance with the rate request timeline. The concessioner’s rate request must include:

e Proposed rates, charges, and fees.

e A listing of comparable service providers, including those identified through existing
comparability studies conducted by the NPS and any new comparables the concessioner
would like to introduce for consideration.

e Descriptions or inventories of the ‘extra quality features’ of the concessioner’s service and
its comparables which illustrate any differences in the concessioner’s rate position relative
to its ‘comparables.’

e Alisting of comparable service provider rates, charges, and fees.

e A basic analysis of the concessioner’s rates and comparable rates, including minimum,
maximum, averages, or other relevant statistics. If proposed rates vary by season or include
‘peak’ rates, these should be analyzed separately.

Interim Implementation. Once the Service deems the request complete, the Concessioner may
notify visitors making reservations 90 or more days in advance of the anticipated rates subject to
review. If the Concessioner’s anticipated rates are not approved, the Concessioner must refund
the difference to the visitors except as described below.

Rate Approval Timeframes.

(@) Within 20 days of receipt of the rate request, the Service will provide the Concessioner with a
written determination that the request is complete or, if not, a description of the information
required for the request to be complete.

(b) For requests that do not require a full comparability study. the Service will inform the
Concessioner of the approval of the rates or the reason for any disapproval or adjustment
within 10 days of determining that the request was complete.

(©) If the request requires a full comparability study, the Service will inform the Concessioner of
the approval of the rates or the reason for any disapproval or adjustment within 30 days of
the Service determining that the request was complete.

(d) If the Service requires a longer response period due to extraordinary circumstances, the Service
will inform the Concessioner and provide an expected response date.

Rate Implementation when Service Approval is Delayed. If the Service does not meet the
timeframes described above and has not notified the Concessioner in writing of extraordinary
circumstances that justify delay, the Concessioner may implement the requested rates without a
final, written decision from the Service. If the Service denies the requested change to rates after
the Concessioner implements the requested rates, the Concessioner is not required to retroactively
adjust rates for services booked prior to the denial.

Management of Rates under the CMD Method. The Concessioner is permitted to set and change
prices based upon what the Concessioner determines the market will bear for service types
approved under the CMD method.
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(d)

Rate Adjustment. The Concessioner may adjust rates of CMD and non-core goods and services
without prior notification to or written approval from the Superintendent.

Service Rate Monitoring. The Service will monitor to verify that rates remain reasonably like
those of competitors, that utilization (occupancy) remains similar to prior periods and does
not decline due to rates and charges, and that visitor satisfaction data demonstrate visitors
are satisfied with the Concessioner’s services. Rate monitoring will be conducted by Service
category using Concessioner data provided in accordance with Operational Reporting
Requirements outlined in Section 7.A of this Operating Plan and available data on the
Concessioner’s competitors.

Concessioner Rate Monitoring Plan. Within 60 days of the contract effective date, the
Concessioner must submit a rate monitoring plan that includes its rate setting strategy
regarding how it will price against competitors and initiate its own adjustments to rates in
response to changes in competitor rates, occupancy, and visitor satisfaction levels, and what
thresholds, standards, or benchmarks it will use as actionable trigger points. The plan must
also describe the type, source, and scope of available data, occupancy/utilization information,
and visitor satisfaction information it will supply to the NPS. The concessioner’s rate monitoring
plan is subject to Service approval. The Concessioner’s plan must describe a variety of
monitoring components, including:

e Monitoring by service type

o Competitors by service type

e How it will track competitor pricing

e What its strategy is for pricing against competitors
e How it will monitor utilization

e How it will monitor visitor satisfaction

Rate Monitoring Information. The concessioner must supply the Service rate monitoring
information as described above and as proposed in its rate monitoring plan on a monthly
basis, aligned to its operational performance report.

(7) Published Rates and Compliance

(a

Approved Rate Posting. The Concessioner must prominently post all rates for goods and
services available to visitors. In the case of Comparability, Core, MSRP, and Markup, the
Concessioner must ensure no published or posted rates exceed any respective maximum rates
approved by the Service.

Rate Compliance Monitoring. The Service checks rate compliance during periodic operation
evaluations and throughout the year. In the case of rates set through Comparability and Core
methods, approved rates must remain in effect until superseded by changes approved in
writing by the Service.

() Published Rate Monitoring. The Concessioner must ensure no published rates exceed
the maximum rate approved by the Service, which includes, but is not limited to,
Concessioner website, Concessioner telephone reservations system, and third-party
booking agents. Third-party companies (travel agencies, online booking engines,
etc.) that are selling rooms or services for the Concessioner must sell those rooms or
services at or below the Service-approved maximum rate. The Concessioner must
include any service fee or commission that the third-party charges in the approved
maximum rate.

(9) Reduced Rate for Government Employees. Goods and services will not be provided to government

employees or their families without charge or at reduced rates unless equally available to the
general public and/or agreed upon in the annual rate request.
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Purchasing

(1) Competitive Purchasing. The Concessioner may buy from a facility the Concessioner or parent
company operates or owns, if the product is comparable in quality and price to similar products
from unrelated suppliers or manufacturers.

(2) Discounts. To the extent applicable to the rate approval method in place, the Concessioner must
take advantage of all available trade, cash, and quality discounts and rebates and pass them
through to the consumer.

(3) Environmental. The Concessioner must purchase and use Environmentally Preferable products
whenever available and feasible.

D) Reservation Policy and Procedures

V8.2013

(1) Lodging Reservations, Deposits, Refunds and Shuttle

(a) The Concessioner will staff the Reservations Office adequately to meet the needs during peak
and non-peak hours. A reservation agent must be available within 30 minutes of call initiation
during peak periods and 10 minutes of call initiation during non-peak periods. The
Concessioner will accept telephonic reservation requests and at least three of the following
additional modes: internet, mail, fax, email.

(b)

(0

The Concessioner will maintain a bed space waiting list to efficiently and equitably
utilize spaces that become available because of cancellations during the reservation
season.

The Concessioner may accept reservations up to 18 months and one day in
advance. Visitors may be required to submit a deposit amount up to the full
amount for occupancy, meal charges, and tax to hold a reservation. The deposit
requirement and refund policy is a part of the rate approval process. Customers
may pay any deposit by cash, check, money order, major credit card or any
combination of these.

If a customer cancels 30 or more calendar days before a reservation, the
Concessioner will refund the full deposit. If the cancellation is made less than 30
calendar days in advance, the deposit is forfeited unless the rooms are filled. Rates
confirmed by the Concessioner will be honored at the time of stay. Refunds will be
processed within one month of cancellation.

The Concessioner will email guests a reservation confirmation. The confirmation
email must advise guests that demand for parking often exceeds capacity at
trailheads, that guests must avoid parking in marked “no parking zones” and
include a link to the Park’s parking norms webpage
(https:/Avww.nps.gov/grsm/learn/management/park-safely.htm). The
Concessioner’s shuttle operation procedures will be provided to guests at the time
of reservation. The Service will add the contact information of the Concessioner’s
shuttle service to the park’s Directions & Transportation shuttle website
(https://www.nps.gov/grsm/planyourvisit/shuttles.htm). This link will be included in
the reservation confirmation email. The Concessioner’s website must also advise
prospective visitors of the above by providing the advisory and the links on their
reservation pages.

The Concessioner must submit its Reservation and Refund Policy (including the text
of the confirmation email) to the Service within 120 calendar days of the award of
this Contract and 30 calendar days before the implementation of any new
reservation and refund policy changes.

Minimum staffing hours for the telephone reservation line will be 8:30 a.m. to
5:00 p.m., Monday — Friday.


https://www.nps.gov/grsm/learn/management/park-safely.htm
https://www.nps.gov/grsm/planyourvisit/shuttles.htm
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(2) Room Assignments

(a)

(b)

(0)

Unless the reserving guest requests specifically, the Concessioner will not assign
guests other than immediate family members to share a guest room.

Each bedroom in the two- and three-bedroom lodges is considered a separate
guest room and may be booked accordingly.

When a reservation results in room or bed sharing, the Concessioner will advise
guests about type and number of beds that are available in the guest room or
rooms assigned (e.g., bunk, double, twin, etc.).

(3) Priority Reservation Termination

(a)

National Park Service policy prohibits granting special privileges to certain
individuals or groups in the award of reservations. The priority reservation system
used under prior concessions contracts is terminated. Reservation holders do not
have an option to renew preexisting reservations.

(4) Standing Reservations for Park Educational Programs

(a)

Notwithstanding the reservation policy, when the Service makes a request before
the regular reservation period starts, the Concessioner will reserve space for
educational programs that the Service sponsors. The Service may reserve space for
up to 20 participants per night and for up to three dates per season. The Service
may request standing reservations for certain dates that are renewable for
subsequent seasons.

The Service will request reservations or confirm standing reservations for the
following season by September 15 each year and the Service will be required to
pay the required deposit by November 1 each year to retain these reservations for
the following season. Before releasing these standing reservations for booking by
other parties, the Concessioner will contact the Service and obtain written
confirmation that these organizations do not plan to use their standing reservation
for the following season. If the required deposit is not received by December 1, the
Concessioner may release the standing reservation for booking by other parties.

The education partners who hold written agreements with the park and support
the Area’s resource education objectives by conducting field trips and programs
are permitted to hold up to three standing reservations for LeConte Lodge for the
same dates each year. These educational organizations may reserve space for up to
20 program participants per night.

The standing reservation dates for the education partners during the first season
under this Contract will be the dates the education partners reserved during the
final season under the previous Contract or other available dates the Service
approved before the first reservation period under this Contract . The education
partners must submit requests to change the standing reservation dates by
September 15 each year.

By September 15 each year, education partners with standing reservations must
confirm their reservations for the following season and must pay the required
deposit by November 1 each year to retain these reservations for the following
season. Before releasing the standing reservations, the Concessioner will contact
the education partners and get their written confirmation that they will not use
their standing reservation for the following season. If the Concessioner receives the
required deposit by December 1, the Concessioner may release the other parties
standing booking reservation.
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(f) The Service may modify the list of educational partners eligible for this
consideration as required. Current partners include:
e Great Smoky Mountains Institute at Tremont
e Smoky Mountain Field School
e Great Smoky Mountains Association
e Friends of the Smokies

(g) The educational partners may not charge participants a lodging and meals fee that
is more than the Concessioner’s approved rate for these services. However, these
educational organizations are not precluded from charging a separate fee for the
educational programs they provide.

E) Evaluations and Inspections

(1) Service Concession Review Program. The Service will evaluate the concession facilities and services

V8.2013

to assess and rate concessioner performance per the NPS Concession Review Program as the
Service Policy’s describes. The Service will use the evaluation results to prepare an Annual Overall
Rating. Service personnel may implement the NPS Concession Review program and prepare the
Annual Overall Rating. The Service may request third-party subject matter experts’ help. The
Service may incorporate the experts’ findings in the Service's evaluations. The Concessioner must
give full access to managers, facilities, documents, and other resources the Service needs to
conduct these evaluations. The Concessioner must work with Service officials to prioritize,
schedule, correct deficiencies, and implement improvement programs resulting from these
activities. The Service may consider how the Concessioner addresses deficiencies on schedule and
timely in deciding the Concessioner’s rating. The Concession Review Program evaluations
components are:

(a) Periodic Operational Evaluations. The Service will evaluate the concession facilities and services
periodically to assess if the Concessioner is following applicable service standards and other
operational requirements. The Service may contact the Concessioner during facility evaluations
so that a Concessioner representative may accompany the evaluator.

(b) Operational Performance Report. The Operational Performance Report and Rating
collates the individual periodic evaluations scores and weights them if necessary.

(©) Administrative Compliance Evaluation. The Service will assess how the
Concessioner follows administrative and contractual requirements annually,
including the Annual Financial Report’s timely submission, submitting franchise
fees timely and accurately as well as following proof of insurance requirements.

(d) Asset Management Evaluation. The Service will conduct an annual asset
management evaluation and rating. The evaluation will consider performance
against requirements in maintaining facilities as the Concession Contract defines,
including but not limited to, the Maintenance Plan.

(e) Environmental Management Program Evaluation. The Service will evaluate the
Concessioner’s Environmental Management Program (EMP) annually. The
evaluation will consider how the Concessioner protects natural resources, meets
environmental compliance requirements, and operates per the Concessioner’s
documented EMP. Performance in addressing the Concessioner’s environmental
audit findings will also be an evaluation component.

(f) Public Health Program Evaluation. A United States Public Health Service (USPHS)
representative will evaluate Concessioner’s food and beverage operations
periodically. The representative will use the U.S. Food Code and other applicable
public health standards to evaluate these operations per Service Public Health
Service procedures. The Concessioner must post a public notice in its food and
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F) General Policies
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beverage operation that the results of food and beverage facility public health
inspections are available from the Superintendent’s Office.

Risk Management Program Evaluation. The Service will evaluate the Concessioner’s
Risk Management Program (RMP) annually. This evaluation will consider
performance in implementing life safety and fire safety programs and operating
per the Concessioner’s documented RMP. The Service will conduct any life or fire
safety inspections; this will be an evaluation component of Periodic Operational
Evaluations.

Visitor Satisfaction Review. The Service will review the Concessioner’s visitor
satisfaction program results, complaints, and comments on Concessioner’s
services.

Annual Overall Rating. By April 1 for the preceding calendar year, the Service will
decide and give the Concessioner an Annual Overall Rating. The Service will base
the rating on the Concession Review Program evaluations results. The results of
other Service audits and inspections and operating performance information may
also be considered in this rating.

(2) General. Both the Service and the Concessioner will inspect and monitor concession operations,
including the concession facilities, regarding Service policy, applicable standards, authorized
rates, safety, public health, impacts on cultural and natural resources, and visitor concerns and

reactions.

(3) Health and Safety

(a

The Concessioner’s Safety Manager is responsible for health and safety inspections
in employee housing areas. The Safety Manager will ensure employees follow
Service's health, fire, and safety code regulations, policies, and guidelines. The Safety
Manager will perform periodic interior and exterior safety inspections of all the
concession facilities and operations, per its documented Risk Management Plan.

The Area's Safety Manager will conduct at least one annual comprehensive safety
and occupational health inspection evaluation.

The Regional Public Health Consultant (RPHC) will conduct periodic food service,
water, and wastewater system evaluations; RPHC may inspect without prior notice.
The Concessioner will maintain and follow a formal, written food service sanitation
self-inspection program. The Service will help develop and update the program as
necessary.

The Concessioner will have a qualified professional perform interior and exterior fire
inspections of all concession facilities within 30 calendar days of initial occupancy
and annually thereafter. By no later than May 1 during each Contract year, the
Service's professional will give the Concessioner a complete and signed written
inspection report.

(1) Facilities Use. The Concessioner may use concession facilities only for activities or services that
directly and exclusively support contractual services the Contract require and authorize.

(2) Smoking Policy. All buildings in the concession facilities are designated as non-smoking per
Directors Order 50D.

(a

Smoking is not permitted in public buildings at LeConte Lodge or in shared employee
housing or interior work areas.

(b) The Concessioner will post notices in all public buildings and interior workspace as

necessary.

(c) The Concessioner will designate specific outdoor areas for smoking by Lodge guests

and employees.
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Payment Methods. The Concessioner must accept the following pay methods for all
services.

U.S. Currency
Cashier's checks and traveler’s checks with proper identification

Credit Cards. At least, the Concessioner must honor at least three types of major
credit cards. The Concessioner must accept debit cards.

Receipts. The Concessioner will give guests digital receipts and will keep a digital
inventory of transactions.

Lost and Found. The Concessioner must establish and provide an effective program
for handling lost and found or unattended property in concession facilities. This
program must include property that the concession employees may have
abandoned. This program must integrate with the Area’s existing Lost and Found
Property Procedures, Management Directive No. 10. The Service will give the most
recent version including Form No. 10-166, “Lost-Found Report”, for use.

The Concessioner must report lost and found items at or turned in at the concession
facilities on the Lost-Found Report (Form 10-166) with enough information as
possible to return the item. The Concessioner will turn over to the Park items not
claimed in seven calendar days, including the item’s proper identification, name,
address, and signature of receipt.

The Concessioner must give the Park a copy of its lost and found policy within 60
calendar days after the Contract’s effective date and within 30 calendar days of any
policy changes.

The Concessioner must maintain a centralized location to store all lost and found
items that includes secure storage for items like money, jewelry, or other valuable
articles.

(m) Visitor Comments

(n)

(0)

Comment Cards.

e The Concessioner must make Service-approved comment cards available to
visitors to measure service and quality standards, product mix, pricing and
overall Area experience.

e The Concessioner must keep an adequate comment cards inventory available
at appropriate concessions facilities.

e At least, the Concessioner must maintain one labeled visitor comment box with
comment cards in a highly visible concessions facility.

Comments or complaints the Concessioner received.

e Within 14 business days after the Concessioner receives a visitor complaint
about its services, the Concessioner must investigate and respond. The
Concessioner must give the Service a copy of the initial comment, the
Concessioner's response, and any other supporting documents.

e The Concessioner must give the Service all visitor comments that allege
misconduct by Concessioner or Service employees, or concerns of visitor or
employee safety, or concerns of the safety of Area resources within 24 hours
of receipt of the comment by the Concessioner.

(p) Comments or complaints the Service receives

e The Service will forward to the Concessioner any comments or complaints
received about the concession facilities or services. The Concessioner must
investigate and respond to any complaints within 14 business days after
receiving the complaint. The Concessioner must give a copy of any responses
to the Service. The Service will forward to the Concessioner copies of its
responses, if any.
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(a)

Visitor comment reporting

e The Concessioner must include a summary of visitor comments received during
the prior month in the Monthly Contract Monitoring Report that is due by the
15th of each month during the operating season. If applicable, the
Concessioner must provide any visitor comments analysis and any action plan
developed to correct any service-related issues the data identified. Instead of
the summary, the Concessioner may submit copies of each comment card
received during the prior month.

e If applicable, the Concessioner must also submit within 14 business days of
receipt, a copy of any customer satisfaction data third parties collected on the
Concessioner’s behalf including any statistical analysis of this data.

e On request, the Concessioner must give the Service copies of individual
comment cards or other supplemental information that supports the summary
provided.

G) Human Resource Management

V8.2013

(1) Employee Identification and Appearance. The Concessioner must ensure that all employees who
interact with the public wear uniforms or standardized clothing with a personal nametag.
Employees must be neat and clean in appearance and must project a hospitable, positive, friendly,
and helpful attitude. Attire must be freshly laundered and in good condition (not torn, stained, or
excessively faded). The Concessioner must submit initial uniform standards for Service approval
and any changes at least 60 calendar days before buying uniform items.

(2) Firearms: Concession employees may not possess firearms while on duty. The Concessioner
must advise employees about this prohibition. Federal law prohibits firearms in federal facilities,
like Service visitor centers; these facilities are posted with appropriate notices at public entrances.
Additionally, firearms are not allowed in concession-managed facilities that are posted with
firearms prohibited signs.

(3) Employee Hiring Procedures

(a)

Staffing Requirements. The Concessioner must hire enough employees to ensure
satisfactory visitor services during the operating season. The Concessioner must offer
employees a full work week whenever possible. Before employment, the
Concessioner must inform employees about salary, schedules, holiday pay, overtime
requirements, and the possibility that less-than-full-time employment may occur
during slow periods.

Drug-free Awareness and Testing Program. The Concessioner must give its drug and
alcohol abuse policies and have educational program(s) for its employees to deter
drug and alcohol abuse. The Concessioner must make results of drug testing
available to the Service on request.

Background Checks. The Concessioner must request and review a state certified
copy of the applicant's criminal history and driving transcript. The Concessioner must
not hire an employee with any active warrants (current fugitive from justice). In
reviewing any past criminal convictions, the Concessioner should consider the
appropriateness of hiring the applicant into a position, given the purpose of
maintaining a healthful, law abiding, and safe working environment for the public,
and park and concessioner employees. In doing so, the Concessioner should consider
the nature of any past offenses, the amount of time that has transpired, and the
applicant's academic or employment track record since the time of any offenses. The
Concessioner must make available, upon request, the type and status of background
investigations conducted on employees to the Chief Ranger's Office. Prospective
employees must be made aware before the hire that this information may be made
available to the Service.
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(d)

(e)

(4) Training

Driver Requirements. The Concessioner-owned vehicle drivers operating under the
Contract must have a valid state operator's license for the size and class of vehicle
driven.

Service Employees. The Concessioner must not employ in any status a Service
employee, his or her spouse, or a minor child without the Superintendent’s written
approval. The Concessioner must not employ in any status the Superintendent’s,
Deputy Superintendent’s, Administrative Officer’'s, Concessions Management
Specialist’s, or Safety Officer's spouse or children.

The Concessioner must provide appropriate training as follows:

(a)

Manuals. The Concessioner must develop written training materials for its employees
as an Employee Training Manual. The Concessioner must give the Service an initial
copy of these materials within 60 calendar days after the Contract’s effective date
and within 30 calendar days of any changes.

Safety. The Concessioner must train its employees annually per the Risk
Management Plan training requirements.

Orientation. The Concessioner must give at least 8-10 hours of mandatory
orientation and training for its employees.

e The Concessioner must emphasize to its employees that they may not feed
wildlife.

e The Concessioner may request Service staff present on park purpose and
mission.

Job Training. The Concessioner must give appropriate job training to each employee
before duty assignments and working with the public. Training must include the
following besides job-specific skills:

e Service Concessions Management. The Concessioner must orient its managers
to Service evaluation and rate policies, as outlined in Concessions Management
Guidelines.

e  Customer Service. The Concessioner must give customer service and hospitality
training for employees who have direct visitor contact.

e Resource and Informational Training. The Concessioner must provide training
about Area resources, visitor attractions, and visitor services for all employees
who interact with the public. Training must incorporate information the Service
gives for this purpose specifically, if any.

e Interpretive Training. The Concessioner must give interpretive skills training to
all employees who provide interpretive services. The Concession employees
who will provide these programs are encouraged to attend the seasonal
orientation program the Service provides for its resource education employees.

e  First Aid and CPR. At least, employees must be trained in basic first aid and CPR
and possess a current certification.

e Environmental Training. The Concessioner must give environmental training to
all employees per its Environmental Management Program.

e Llama or helicopter operations training as per the requirements under the
Operating Plan.

(5) Employee Responsibilities. The Concessioner must require their employees to always follow all
federal and state laws.
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H) Staffing and Employment
(1) Employee Housing

(@) The Concessioner must provide all services in a consistent, environmentally sensitive,
and high-quality manner and must operate per the operating standards of the
Service's Concessioner Operational Performance Standards. The applicable Service
standard, Employee Housing (10-EHO), can be found at
https://www.nps.gov/subjects/concessions/standards-and-evaluations.htm ) and
specifies the minimum operating standards that the Concessioner must meet in
providing the required service under the Contract. This Contract (including Exhibits)
presents Area-specific requirements, additions, and exceptions to these standards.
Where there are conflicts between the applicable Service standards and the
requirements in the Contract (including Exhibits), the Contract (including Exhibits)
requirements prevail.

(b) The Concessioner will provide housing and food service for its employees who work
on site at LeConte Lodge routinely. The Concessioner should provide food service
and room board at or below cost to the extent possible. The Concessioner should
ensure that employee room and board charges do not exceed employee earnings.

(©) The Concessioner will inspect all quarters for fire and safety compliance within 30
calendar days of initial occupancy of a residence.

(d) The Concessioner will ensure that employee rooms are adequately furnished to serve
the number of occupants. Minimum employee room amenities will include:

e bed with mattress and foundation,

o pillow,

e clean bed linens for each employee at least weekly or anytime another
employee will occupy the room,

e Dbath and hand towel,

e dresser or chest for clothing and personal items,

e chair,

e propane space heater,

e oillamp, and

e curtains or other window coverings.

(e) Both the Service's Safety Manager and the Concessioner's Risk Management
Manager are responsible for health and safety inspections in employee housing
areas. The Area's Concession Management Specialist inspects concession employee
housing periodically.

(f) The Concessioner will provide adequate cooking and food storage facilities for the
winter caretaker. The Concessioner will assure its employees follow the Service's
health, fire, and safety code, regulations, policies, and guidelines. Food storage
facilities will be bear and vermin proof.

(2) Employee and Staffing Practices

(@) The Concessioner will establish and enforce written uniform and personnel
appearance standards for its employees to assure that employees who deal with the
public present a neat, clean, and otherwise attractive personal appearance.

(b) The Concessioner will ensure that employees project a hospitable, friendly, helpful,
positive attitude, and can and will provide visitor assistance. The Concessioner will
take appropriate steps to enforce these rules.

(3) Service Employees and Families

V8.2013
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(a

The Concessioner will not employ in any status a Service employee, his or her spouse,
or Service employee’s minor children without the Superintendent’s approval.
Employees must submit a written request to the Superintendent. The Concessioner
will not employee in any status the Superintendent’s, the Assistant Superintendent’s,
Concessions management Specialist's, Regional Public Health Consultant’s or Safety
Manager's spouse or children.

Interpretive Services

(1) Concessioner Resource Education Plan

(a

(b)

The Concessioner will develop and implement a Concessioner Resource Education
Plan that focuses on employee training, personal interpretive services, non-personal
interpretive services, and retail items.

Before implementing the plan, the Concessioner will send it to the Service for
approval.

(2) Personal Interpretive Services

(a

Employee Knowledge. Employees must show their knowledge of the National Park
Service, its mission and values and the cultural and natural resources in Great Smoky
Mountains National park generally and specifically Mount LeConte. Staff must use
appropriate interpretive techniques in their interactions with visitors when doing
functions like giving directions and answering basic Area questions.

Comprehensive Resource Education Plan. The Concessioner’'s management
employees and supervisors must know the Area’s Comprehensive Resource
Education Plan, that the Service will give to the Concessioner. The Concessioner will
use this plan as a guide to give visitor services in a way that supports the interpretive
themes, goals, and objectives that this document describes.

Formal Education Programs. With the Service’s approval, the Concessioner may offer
formal educational programs to guests, the public or both. If the Concessioner
chooses to offer these programs, they must offer them to Lodge guests and the
public at no cost.

e The Concessioner will submit to the Resource Education Division for approval,
the programs’ themes and outlines including any handouts, props to be
offered, or both before offering these programs. The Concessioner will develop
Individual Service Plans (ISP) for all programs offered (i.e., hikes, walks, talks,
and contact station areas) and submit these for Service review.

e The Concessioner will post notices for Concessioner provided programs to
inform guests of the program schedule and will advise guests of the program
schedule at check-in.

e If the Concessioner offers educational programs, the Concessioner will hire
enough employees to conduct these programs with an educational
background that qualifies them to conduct the programs. The Concessioner
will give additional training to these employees as needed to enable them to
meet NPS Standards for quality programs for the public. The employees will be
encouraged to participate in the NPS Interpretive Development Program and
submit products for certification. The Concession employees that will give these
programs will be required to attend the seasonal orientation program the
Service provides for its resource education employees. This training is usually
offered the first two weeks after Memorial Day and includes up-to-date
resource information and interpretive skills training. The Service may be able to
provide limited training for employees on site at LeConte Lodge at a time that
is determined to be mutually convenient. The Concessioner may be required to
reimburse the Service for the cost of providing on-site training.
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e The Service will audit these programs at least two times each season to evaluate
these programs’ quality and suitability, and to give constructive suggestions to
the employees presenting these programs.

e The Concessioner will keep these programs’ attendance records and report to
the Service these figures as part of the Monthly Recreation Visits report. The
Service will evaluate these programs’ effectiveness annually based on
attendance, audits, and discussions with the Concessioner and may modify this
requirement based on this evaluation.

(3) Non-Personal Interpretive Services

(a)

Locations. The Concessioner must integrate Area interpretive themes into the
interior decor of merchandise and service facilities and must install and maintain
educational displays in common areas at the Lodge (office and dining room)
providing pertinent information about Mt. LeConte, LeConte Lodge, LeConte trails,
safety messages, and the Area’s resource education themes.

Area Information. The Concessioner must make Park informational handouts
available at the Concession Facilities. The Concessioner must coordinate with the
Resource Education Division to request and obtain a supply of informational
handouts and determine what handouts are appropriate.

Proprietary Printed Material. The Concessioner may develop and use proprietary
printed material for free distribution to the public, as appropriate, to give pertinent
information that supports Area objectives about resource education and safety
education.

Reservations. The Concessioner will include as an enclosure with reservation
confirmation media pertinent Area literature like the Park Map and Guide, or the
Park Trip Planner.

Service Approval. The Concessioner will submit to the Service for its approval before
it is published proprietary printed material, as well as display designs and content
before their installation. The Superintendent must approve any other printed
material disseminated free to the public before they are disseminated.

Service Displays. The Service may provide and install displays in the Concessioner’s
assigned area and may give the Concessioner display material to display in Lodge
common areas or guest cabins.

Library. The Concessioner will maintain a small appropriate library of books and
other publications about Mt. LeConte, LeConte Lodge, Park Resource Education
Themes, or Area resources and history for LeConte Lodge guests and employees to
use.

(4) Educational Sales Items

(a)

The Concessioner will offer for sale at LeConte Lodge a selection of at least five core
educational publications about Mt. LeConte or Area resources and history per a list
that will be the Service provides. The Service will provide this list of core educational
publications to the Concessioner within 60 calendar days following the effective date
of this Contract and will provide an updated list, if applicable, by June 1 each year
during the term of this Contract.

The Concessioner may offer educational items for sale to guests on a mail order
basis.

Proposed educational sales items must be submitted to the Service for approval
before being offered for sale.
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(5) Answering Service or Voicemail

(a)

(b)

The Concessioner will have an answering machine or voice mail system through
which the public can access information during periods when the office is closed, or
phone lines are busy.

The recorded message will provide callers with information regarding operating
hours and season, and alternate ways to obtain information or assistance.

J) Resupply Operations

(1) The Concessioner will use trained llamas to transport equipment, resupply the operation and
maintain LeConte Lodge regularly and annually use a helicopter airlift operation to transport
other supplies and equipment that llama cannot transport.

(2) Llama operations

(a)

(b)

(9)

Llamas may be owned or leased. However, the Concessioner must use and care for
the llamas per the Operating Plan’s requirements whether it owns or leases the
llamas.

Llamas the Concessioner used must be stabled outside of the Area and transported
into the Area as needed. The Service may inspect the Concessioner’s llama facilities
and operations outside the Area at any time as part of the concession operations
periodic evaluation.

The Concessioner will ensure that llamas used to support the Lodge operation are
properly trained and receive adequate care.

Llama handlers the Concessioner hired to conduct llama pack trips will have the
required knowledge and skills to manage these trips safely and humanely.

The Concessioner will ensure that its employees and visitors treat llamas properly
and will not condone or tolerate cruelty.

The Concessioner will prepare a Llama Operations Plan (LOP) for the Service's
approval within 120 calendar days of the Contract's effective date and will update
this plan annually 60 calendar days before the llama operations start. At least this
plan will address the following:

e llama care,

e llama packing operations,
e safety practices,

e resource protection, and
e emergency procedures.

The Concessioner will use Trillium Gap Trail for its llama operations, unless the
Service approves using other trails.

(3) Helicopter Operations

V8.2013

€)

Under 36 C.F.R. § 2.17 (a) (3), the Superintendent must approve aircraft use and
issue a permit for helicopter operations. After receiving the Concessioner’s written
request and an acceptable Helicopter Operations Plan (HOP), the Service will approve
one annual spring airlift to transport basic supplies and equipment required for the
Lodge operations. The Service may approve additional airlifts as required to support
special projects or in special circumstances, but the Service will only approve one
airlift for routine transportation of supplies and equipment. The Concessioner will
submit this written request and the HOP no less than 60 calendar days before the
proposed airlift date. The Service's approval for this airlift will include permission to
use the LeConte Lodge Landing Zone (LZ) and a roadside LZ, normally the
Oconaluftee Overlook, as a base of operations.
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(b)

The HOP will describe the policies and procedures under which the airlift will be
conducted. The HOP will, at least, address the following:

e visitor safety, including traffic control,

e resource protection procedures, including cargo retention and preventing fuel
spills, and,

e procedures that will minimize the impact of the airlift on normal visitor use
through pre-positioning and pre-packaging of supplies and other practices.

Operational airlift control will rest with LeConte Lodge, but the Service reserves the
right to suspend or terminate the airlift if visitor safety or resource protection appears
to be threatened. The Concessioner will contract with a qualified aircraft vendor for
the helicopter, pilots, support personnel, and support equipment. The Concessioner
will supervise and manage the airlift and provide qualified ground personnel. The
Concessioner will provide traffic control on affected Area roads and follow OSHA 29
C.F.R. § 1926.200 (g) (2) and the Manual on Uniform Traffic Control Devices
Millennium Edition. The Service will provide cones and barricades to control access
to the LZ and will provide traffic signs for Concessioner's traffic control personnel
use.

(4) NPS and Partner Supply Assistance Requests

(a

The Service may request the Concessioner’s help with delivering supplies and
equipment the Service requires for its operations and for projects that support the
Lodge's operation. The Service's requests will be written. Organizations with formal
commitments for backcountry maintenance, e.g., the Appalachian Trail
Conservancy, may also request help with delivering supplies to backcountry
locations. The Service authorizes delivery services, but they are separate and distinct
from the Contract and not a requirement. The Service will authorize aerial delivery
under an aerial delivery permit, if the Concessioner selects as its preferred method.
The Service will compensate the Concessioner fairly for these services per a schedule
that the Concessioner negotiated with the Service or another Organization. Delivery
services to other parties require the Service's written authorization.

K) Mt. LeConte Weather Observations

(1) A National Weather Service (NWS) weather observation station in the Concessioner’s assigned
Area. The Concessioner may collect weather observations for the NWS as part of the NWS
network of volunteer weather observers. The NWS supplies the observation equipment and
equipment shelter required to record observations.

(a

(b)

If the Concessioner elects to continue to collect weather observation data on a
voluntarily for the NWS, the data is collected between 6:30 a.m. and 7:30 a.m. on
a daily and year-round basis, and includes temperature (maximum, minimum,
observed), precipitation (rainfall, snow), and observed conditions. The Concessioner
communicates the information collected to the Park Communications Center by
Area radio or cell phone. The Park Communications Center relays the collected data
to the National Weather Service.

During periods of extreme or unusual weather, the NWS or Service may request
voluntary assistance from the Concessioner to collect and report additional weather
observations.

L) Winter Caretaker

(1) The Concessioner will hire a winter caretaker or caretakers to live at LeConte Lodge during the

season when the Lodge is closed. The Concessioner will assign a winter caretaker or caretakers

with the qualifications and training required to perform the duties satisfactorily described in this
section of the Operating Plan.
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(@) The winter caretaker will perform winter maintenance and security of Lodge
facilities.

(b) The caretaker will report emergencies that he or she knows about to the
Communications Center and maintain vital communications pending a Park Ranger’s
arrival on the scene.

(2) While the Lodge is closed during the period when the winter caretaker is on duty, the Service
may ask the caretaker to provide shelter for day hikers and backpackers, especially during severe
weather conditions. The Concessioner will give guidelines to the winter caretaker about when it
is appropriate to give emergency shelter at the Lodge. The winter caretaker will advise the Park
Communications Center whenever he or she gave hikers emergency shelter.

(3) The winter caretaker will not provide lodging or food and beverage services to Area visitors
during the closed season, except in emergencies as described above in paragraph (2). The
Concessioner may accept Area visitors’ payment for lodging, food and beverage provided
emergency shelter. The Superintendent will approve the rate the Schedule of Approved Rates
includes for emergency lodging and food and beverage.

(4) The winter caretaker may collect daily weather observations and communicate these to the Park
Communications Center.

M) Interactions with Wildlife

(1) The Concessioner must operate in a way that minimizes adverse impacts on wildlife. Feeding
wildlife is prohibited. The Concessioner, or its guests, may not leave food unattended in the
Area. The Concessioner must educate employees and guests on these prohibitions.

(2) The Concessioner must store all food items and other potential attractants in a way to prevent
wildlife issues. All solid waste from the Concessioner’s operation must be stored in bear-resistant
containers of similar design used by the Area.

(3) The Concessioner must ensure that its employees are familiar with the Area’s Bear Management
Guidelines. The Concessioner and its employees must report bear activity or other wildlife issues
immediately to the Area Communications Center. Bear activity must also be promptly and
accurately recorded on the appropriate form and routed to the Wildlife Biologist per Area
protocols.

5) ENVIRONMENTAL MANAGEMENT
A) Environmental Management Program

(1) The Concessioner must develop, maintain, and implement a Concessioner Environmental
Management Program (EMP) per Section 6 of the Contract. The Concessioner must submit its
initial plan to the Service within 60 calendar days after the Contract’s effective date and updates
to the EMP annually thereafter by March 1 each year.

B) Environmental Evaluations

(1) Area Environmental Management Evaluations. The Service will conduct environmental
management evaluations as Section 4 E) (1) (e) in this Operating Plan outlines.

(2) Service Environmental Audits. The Service may conduct environmental audits of Concession
Facilities and operations based on the Service Environmental Audit Program and incorporate the
data from the audits into the Environmental Management Evaluation. The Concessioner must
close all audit findings within the timeframe in the Environmental Audit Report specifies.

6) RISK MANAGEMENT PROGRAM
A) Risk Management Plan

(1) The Concessioner must develop, maintain, and implement a Concessioner Risk Management
Program (RMP) per the Occupational Safety and Health Act (OSHA) and Director’s Order #50B,
Occupational Safety and Health Program and NPS-48. The Concessioner must submit its initial

V8.2013



CC-GRSM002-25

Exhibit B: Operating Plan Page B-19

plan to the Service within 60 calendar days after the Contract’s effective date and updates to the
RMP annually thereafter by March 1 of each year. The Concessioner must update its
Concessioner Risk Management Program to follow Applicable Laws.

The Concessioner Risk Management Program elements that must be addressed include:

B) Emergency Response

Policy written and available to staff,

OSHA Qualified safety and health official designated (onsite),
Annual Goals and Objectives have been established,
Program administration requirements have been followed,
Inspection schedule has been developed,

Inspections conducted by person(s) trained and capable of recognizing and
evaluating hazards,

Inspection records kept for a minimum of three years,

“Serious hazard” deficiencies abated, or action plans developed within time
limits,

“Non-serious hazard” deficiencies” abated or action plans developed within
time limits,

Documented plan for reporting and investigating employee and visitor
accidents or incidents,

All reportable accidents are being reported to the Service,

Communication of activity-related hazards occurs,

Communication of resource-related hazards occurs,

Training planned and accomplished for supervisors,

Training planned and accomplished for safety and health official(s),

Training planned and accomplished for employees,

Procedures are documented for all probable occurrences,

Plans are coordinated with the Service,

Plans are distributed to employees or posted conspicuously, and,

Other unique risk management program requirements in contract are followed.

(1) The Concessioner must give plans and procedures, equipment, and training to employees to
respond to hazardous substances releases effectively to stop the release per 29 C.F.R. §
910.120(q)(6)(iii). The Concessioner must include these stand-alone plans as key parts of
Concessioner’s Risk Management and Environmental Management Programs. These plans

include:

a

(
(
(
(

) Emergency Action Plan

b) Emergency Response Plan

c) Spill Prevention Control and Countermeasure Plan.

d) The Concessioner must provide and maintain appropriate emergency response

equipment.
7) PROTECTION AND EMERGENCY SERVICES

A) Incident Reporting and Requests for Assistance

(1) The Concessioner must immediately contact the Park Communication Center via telephone (865-
436-1294) or radio to request assistance and make the Service aware of any of the following

type of incidents.
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Any known or suspected criminal violations.
Any structural fire or wildfire.
Any employee or visitor deaths.

Any employee or visitor accidents or illness requiring more than minor first aid
treatment.

Any incidents that could result in a tort claim against the United States.
Any property damage incident resulting in more than $300 in damage.
Any incident that affects the Area’s natural or cultural resources (e.g., bears).

(2) If the Concessioner is unable to contact the Park Communications Center immediately, the
Concessioner must dial “911" to request help.

B) Law Enforcement

(1) Service

(a)

The Service is primarily responsible for law enforcement and visitor protection in the
Area.

(2) Concessioner.

(a)

The Concessioner may;—butis-retrequired-to; employee private security personnel
to protect the Concession Facilities. If the Concessioner elects to employ private

security personnel, the Concessioner must notify the Service.

Concessioner-employed security personnel have only the authority of private citizens
in their interaction with Area visitors. They have no authority to take law
enforcement action or carry firearms.

The Concessioner must secure buildings, equipment, and facilities under its control.

The Concessioner must immediately report to the Service any observed legal
violations.

C) Structural Fire Protection

V8.2013

(1) Service

(a)

(2) Concessioner

(a)

(b)
(@

(d)

The Service is responsible for structural or wild land fire responses beyond the
Concessioner’s initial response.

Fire prevention and protection must be primary considerations at all Concession
Facilities. The Concessioner will ensure that Lodge employees are trained properly to
handle initial response to structural fires, including use of fire suppression equipment
like fire extinguishers in Concessioner’s assigned area.

The Concessioner must integrate structural fire and life safety procedures in its Risk
Management Program.

The Concessioner must ensure that all Concession Facilities meet federal, state, and
local codes and that appropriate fire detection and suppression equipment is
installed, operated, inspected, tested, and maintained per Applicable Laws,
including, but without limit to, National Fire Protection Association standards and
National Park Service Resource manual 58 (RM-58) where feasible.

The Concessioner must follow the Service Fire Suppression and Alarm System
Control Program.
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D) Emergency Medical Care and Search and Rescue

(1) Service

(@)

(2) Concessioner

(a)

(9)

8) PUBLIC RELATIONS

The Service is responsible primarily for emergency medical care and search and
rescue in the Area and will respond to emergencies timely as is practical, given the
LeConte Lodge’s remote backcountry location. Local EMS and Search and Rescue
organizations help at the Service’s request.

The Concessioner must give adequate training and certification to appropriate staff
to respond to basic emergency medical needs including CPR in the assigned area
and may assist the Service with the first response to incidents on access trails and
other portions of Mt. LeConte’s summit area.

All Concession employees must be trained in proper emergency reporting
procedures and must be instructed to provide essential information, e.qg., a call back
number at their location.

First Aid Supplies. The Concessioner must maintain basic first aid supplies at all
Concession Facilities.

The Concessioner will have an Automated Electronic Defibrillator (AED) at LeConte
Lodge in a central area accessible to all Lodge employees and will train employees
how to use the AED properly. The Concessioner will assure that this AED is
maintained per the manufacturer’s specifications.

A cleared helicopter LZ is in the assigned area and the Concessioner must maintain
it (see Maintenance Plan). The Concessioner may use the LZ to evacuate ill or injured
persons by helicopters or during the Concessioner’s helicopter airlift operations. The
LZ is not for the Concessioner’s exclusiv