
10.1.2/10.2.2 Staff Training on how to Evaluate Programs, Services, & Facilities 
 
 

 
The Community Recreation Department maintains a complete Department matrix of all required 
evaluations and reports which are required for determining effectiveness and efficiency of internal 
programs, activities & events; facilities & parks; division supervision; and department administration. See 
attached and revised matrix. (Page 2) 
 
Attached as an example of annual review, is the updated parks and facility department matrix which 
includes two newly acquired park properties, the addition of two new facilities and updated park names that 
were revised through Commission resolutions as part of the park naming and renaming policy. Date of last 
review is May 2024 and included internal department staff as well as input from the city’s asset manager, 
Communications Department and representatives from the Historical Resources and Cultural Arts 
Department. See attached inventory sheet. (Page 4) 
 
Additional review examples include the annual review of the organizational chart as well as that of the 
department Mission, Vision and Values. (Page 5 and 6) 
 
In addition, the department holds monthly mandatory supervisor meetings as well as weekly training 
meetings which address monthly evaluations of programs, special events, customer feedback and cost 
analysis. See attached training meeting examples of the monthly reports and evaluation training held in 
January of 2023. (Page 8) Another example includes the ongoing people leader trainings which includes 
training of performing annual performance evaluations. (Page 31) 
 
Finally, the Department holds a variety of training courses and workshops to assist with the different types 
of required evaluations. Each year at the annual meeting, which includes all full-time personnel, training is 
provided on safety which includes training on how to evaluate each facility and park using monthly facility 
and park inspections as well as training on the budget process. See attached annual meeting presentation 
with sign-in from meeting held in December 2023. (Page 46) 
 
 



Senior Programming (Exercise classes, art & leisure 
classes)

Within 2 weeks of program completion Supervisor
Submit to Director, results used in planning  adjustments for next program 
offering.

Pool Programming (Swim lessons, camp, guard start & 
certification courses)

Within 2 weeks of program completion Supervisor
Submit to Director, results used in planning  adjustments for next program 
offering.

Tennis Programming (Clinics, group lessons & camps) Within 2 weeks of program completion Supervisor
Submit to Director, results used in planning  adjustments for next program 
offering.

Athletic Programming (Soccer, basketball, volleyball) Within 2 weeks of program completion Athletic Specialist
Submit to Director, results used in planning  adjustments for next program 
offering.

PLAY Programming (aftercare, all day camp, summer 
camp)

Within 2 weeks of program completion Specialist
Submit to Director, results used in planning  adjustments for next program 
offering.

Special Events (Tree lighting, pictures with Santa, hot 
chocolate with Santa, Daddy Daughter Dance, 
Valentines Dance)

Within 2 weeks of event completion Specialist
Submit to Director, results used in planning  adjustments for next program 
offering.

Program Specific Inventories
Two weeks prior to each activity and 
immediately following each activity.

Staff responsible for program Maintained by staff.

Event Specific Inventories
Two weeks prior to each activity and 
immediately following each activity.

Staff responsible for event Maintained by staff.

Specific Program & Session
Distributed to participants/parents on the last 
day of the program/activity.

Staff responsible for program Submitted to Assistant Director for Department seasonal survey report.

Specific Event
Distributed to participants/parents during or 
after completion of event.

Staff responsible for event Submitted to Assistant Director for Department annual survey report.

Maintenance Inspections Monthly
Park Service Attendant / 
Maintenance Personnel

Submit to Director, review service levels and existing conditions for maintenance 
improvements.

Safety Inspections Annually Facility Supervisor Submit to Director, review existing conditions for safety.

Risk Management Audits Annually Risk Manager / Consultant Submit to Director and respective division/facility supervisor.

ADA Audits Periodically ADA Coordinator / Consultant Submit to Director and respective division/facility supervisor.

Monthly Reports Monthly Division Supervisors
Submit to Director, show program/service statistics, highlights financials, personnel 
updates, maintenance concerns and other pertinent data.

Quarterly Reports Quarterly Division Supervisors
Submit to Director, show program/service statistics, highlights financials, personnel 
updates, maintenance concerns and other pertinent data.

Annual Report Annual Division Supervisors
Submit annual summary and financials to Director.  Compiled by Director and 
presented to Advisory Board & leadership.  Report is used at strategic planning 
retreat.

Annual Accomplishments Annual Division Supervisors
Submit Division accomplishments/awards to Director.  Compiled by Director and 
presented to Advisory Board & leadership.  Report is used in the Department 
Budget and printed in the City Budget Book.

Marketing Evaluation Annual, Monthly Marketing Specialist Submit to Director for preparation of budget process, and strategic plan.

Evaluation Process Matrix

Community Recreation

Evaluators

 Internal Programs / Activities / Events

Summary Reports & Evaluations

Program/Facility/Service Type Evaluation Details

Program Evaluation with Cost Analysis Form

Transactional Customer Surveys

Inventory Forms

Facilities & Parks

Inspection Forms

Division Supervision



Financial Reconciles Daily - End of Day GL Reports to Finance Division Supervisors
Review RecTrac financial reports to ensure revenues collected for the day are 
correct by payment and GL type.

Contracted Program Reconciles Completion of program/season
Contractor Liaison / Division 
Supervisor

Revenues collected are compared to attendance reports and percentages paid out 
to contractors as per language in the awarded contract.

Outstanding Balance Reports Monthly Division Supervisors
Review RecTrac outstanding balance reports and contact delinquent households for 
payment / deactivate household.

RecTrac Household Internal Audit review Completion of each season (three times a year) Administrative Assistant
Review household creation reports and active households for the season and 
compile spot audits on discounts awarded, outstanding balances and household 
documents.

External Finance Audit on Department Operations & 
Financials

Periodically Finance Department & Consultant
Submitted to Department Supervisors & Director for review and response. Final 
report submitted to City leadership and Commission.

Budget Preparation 100% Budget Annually
Assistant Director, Supervisors, with 
input from staff

Submit to Finance Director for Budget Preparation.

Budget Preparation - Budget Reduction Scenarios Annually
Assistant Director, Supervisors, with 
input from staff

Submit to Finance Director for Budget Preparation.

Budget Preparation - Budget New Need Decision 
Package Requests

Annually
Assistant Director, Supervisors, with 
input from staff

Submit to Finance Director for Budget Preparation.

Budget Preparation - Performance Metrics Mid Year & Annually Assistant Director Submit to Finance Director for Budget Preparation.

CIP 5 year assets matrix and new requests Annually
Director, Supervisors, with input from 
staff

Submit to Finance Director for Budget Preparation.

Full Time Personnel Evaluations Annually, Prior to employees’ anniversary dates Director, Supervisors
Submit to Administrative Assistant, Department Director & Human Resources 
Director.

Regular Part-Time Personnel Evaluations Annually, Prior to employees’ anniversary dates Director, Supervisors
Submit to Administrative Assistant, Department Director & Human Resources 
Director.

Succession & Development Evaluations Quarterly Director, Supervisors
Submit to Administrative Assistant, Department Director & Human Resources 
Director.

Leadership Retreat Evaluation Annually Director, Supervisors Review evaluation tools to determine if they are effective.

Annual Meeting Evaluation Annually Director, Supervisors Review evaluation tools to determine if they are effective.

Mission & Vision Periodically with Annual Update & Review Director, Supervisors Review at Leadership Retreat and present at Annual Meeting.

Values Periodically with Annual Update & Review Director, Supervisors Review at Leadership Retreat and present at Annual Meeting.

Goals & Objectives Periodically with Annual Update & Review Director, Supervisors Review at Leadership Retreat and present at Annual Meeting.

Strategic Plan Updates Annually Director, Supervisors Review status of existing strategic plans action plans and revise as needed.

Levels of Service Needs Index Annually Director, Planning Director Review of levels to evaluate new opportunities for increasing level of service.

Comprehensive Plan Annually Director, Planning Director Plan is reviewed and any changes submitted to State via EAR Assessment Review.

Trends analysis Annually Director, Supervisors
Analysis is conducted by program supervisors and submitted to Director for 
evaluation and action.

Data gathering Annually
Economic Development, Director, 
Supervisors

Demographic data gathered by Economic Sustainability Department and submitted 
to Director for evaluation and use in planning.

Impact Projects As needed Planning Director
Projects are reviewed by Director and recommendations or guidance provided to 
the Planning Director.

Master Plan Updates Every Five Years
Administration, Supervisors, Plan 
Stakeholders

Complete a new Master Plan every 15-20 years with a periodic review of existing 
plan every five years.

CAPRA Accreditation Standards Review Every Five Years Administration, Supervisors
Complete annual review of compliance with CAPRA standards and complete EOC 
assessment every five years.

Planning Reports & Evaluations

Department Administration

Financial Reports & Evaluations

Budget Reports & Evaluations

Personnel Reports & Evaluations

Community Recreation

Evaluation Process Matrix

Program/Facility/Service Type Evaluation Evaluators Details



PARKS & OPEN SPACES

Coral Gables
Community Recreation AMENITIES
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Alcazar Plaza 700 Alcazar Avenue Y 0.14

Alhambra Water Tower 2000 Alhambra Circle 1 Y Y 0.51

Balboa Plaza 2405 De Soto Blvd. 1 Y 1 0.10

Betsy Adams and the Coral Gables
 Garden Club Park 4650 Alhambra Circle 4 1 1 Y 2 1 2 1 0.48

Blue Road Open Space 757 Blue Road Y 0.41

Boy Scouts House - Troop 7 1107 S Greenway Drive 1 6 Y Y 2 1 2 0.60

Carlos S. Kakouris Park Campo Sano Ave & Campo Sano Ct. 5 0.32

Cartagena Park 401 Sunset Drive 4 Y 1 Y 1 1 2.65

Catalonia Park 807 Catalonia Avenue 3 1 1 1 1 2 0.31

City of Coral Gables Biltmore Golf Course 1210 Anastasia Avenue 1 4 1 Y Y 1 2 13 20 Y 138

Coral Bay Park 1590 Campamento Avenue 1 10 1 1 1 1 Y 1 Y 1 2 4 1.54

Coral Gables Adult Activity Center 2 Andalusia Avenue Y 1 Y 2 1 Y 4 1 3 0.22

Coral Gables Golf & Country Club 997 N. Greenway Dr Y 1 1 Y 2 1 Y 1 Y 1 2 2 1 6 4 3.22

Coral Gables Merrick House 907 Coral Way 10 1 Y Y 2 1 1 2 1 1 1.34

Coral Gables War Memorial Youth Center 405 University Drive Y 3 4 12 3 Y 3 8 2 1 1 Y Y 10 2 10 3 1 2 18 6.13

Country Club Prado Country Club Prado 1 Y Y Y 2 1 11.3

Durango Park 3405 Durango Street 2 Y 1 0.06

Enrique “Henry” Cepero Memorial Park 4600 San Amaro Drive 5 0.21

Ferdinand Park 1500 Coral Way 1 Y 1.71

Fire House Park San Ignacio Ave & 53rd Court. 0.09

Fred B. Hartnett Ponce Circle Park 2810 Ponce de Leon Blvd. 21 2 Y 3 5 1 1.34

Freedom Plaza 981 E Ponce De Leon Blvd. 1 1 0.13

Galiano Green 95 Almeria Ave 1 1 1
Gateway Park 142 SW 37th Ave 0.33

Granada Golf Course 2001 Granada Blvd. 11 1 2 1 Y Y 1 1 6 1 7 56.3

Granada Park 5151 Granada Blvd. 0.25

Granada Plaza Granada Blvd. & Alhambra Circle 3 Y 1 0.09

Ingraham Park 4751 West Ingraham Terr. 30 1 1 1 1 Y 1 1 1 5 1 2.24

J. Fritz and Frances Gordon Park 800 Country Club Prado 1 Y Y Y 1.57

James H. Smith Park (Corner of Marlin & Bonito) 6540 Marlin Drive 4 1 1 Y 1 4 0.44

James T. Barker Park 1047 Venetia Avenue 2 1 1 Y 1 1 2 0.19

Jaycee Park 1230 Hardee Rd. Y 1 16 1 1 1 Y 1 1 1 1 1 6 1 1.81

Lamar Louise Curry Park 2665 De Soto Boulevard 7 1 Y 1 Y 2 0.15

Leucadendra Drive Triangle 331 Leucadendra Drive 0.26

Lisbon Park 1019 Lisbon Street 5 1 1 1 Y 1 1 0.12

Lola B. Walker Pioneers' Park 200 Grand Avenue 1 1 0.67

Loretta Sheehy Park 410 Sunset Drive 1 1 1 0.14

MacFarlane Linear Park 100 South Dixie Highway 1 0.50

Maggiore Park 5028 Maggiore Street 3 1 1 Y 1 Y 1 1 3 2 0.47

Majorca Park 937 Majorca Avenue 4 1 Y 1 2 3 0.33

Mall Street Median Median Mall Street 0.64

Merrick Park 405 Biltmore Way 4 Y 1 1 0.57

Nellie B. Moore Park 202 Jefferson Dr. 3 1 2 2 0.21

Orduna Dr-Miller Rd Triangle Park Corner of Orduna & Miller Road 0.15

Phillips Park 90 Menores Avenue Y 1 1 7 1 1 1 Y 1 4 1 2 2 1 2 10 2.98

Pierce Park 101 Oak Avenue 6 1 1 1 1 2 1 4 0.34

Pinewood Cemetery 7401 Erwin Road 12 Y 1 2 4

Pittman Park 115 Merrick Way 8 1 Y Y 3 1 0.11

Ponce de Leon Park 1201 Ponce de Leon Blvd. 3 Y Y 1 1 1 0.09

Robert J. Fewell Park 950 Coral Way 7 1 1 Y 1 1 0.63

Rotary Centennial Park 512 Ponce De Leon Blvd. 7 Y 1 Y 1 2 2 0.53

Ruth Bryan Owen Waterway Park 3940 Granada Blvd. 6 Y 1 Y 1 1 1 Y 1.28

Salvadore Dog Run 1120 Andalusia Avenue Y
Salvadore Park 1120 Andalusia Avenue Y 9 2 1 2 Y 1 Y Y 3 3 2 3 5 0.94

Salvadore Park Tennis Center 1120 Andalusia Avenue 21 1 1 Y 2 2 3 13 12 2.30

Salzedo Park 301 Majorca Avenue 0.28

San Benito Green San Benito Ave & El Rado St. 0.06

San Sebastian Park 130 San Sebastian Avenue 1 0.19

Sarto Green 241 Sarto Avenue 1 1 1 0.11

Solano Prado 220 Solano Prado 0.31

The James and Sallye Jude Park 25 E Sunrise Avenue Y 1 6 1 Y 1 1 2 4 0.94

Mayor Dorothy H. Thomson Park Toledo Street and Alava Avenue 0.46

Venetian Pool 2701 De Soto Blvd. Y 12 2 1 1 Y Y 1 12 5 2 1 9 1 1.46

Staff Sergeant Carl Enis Veterans Memorial Park 7700 Old Cutler Rd. 0.09

William & Leona Cooper Park 4920 Washington Dr. 6 1 Y 1 1 0.38

William H. Kerdyk Biltmore Tennis Center 1150 Anastasia Avenue 4 1 2 Y 2 1 2 2 10 15 4.86

William H. Kerdyk, Jr., and Family Park 6611 Yumuri Street Y 12 1 1 1 1 Y Y 2 1 1 9 3.22

Young Park 950 Castile Plaza 5 1 Y 0.43

4 9 313 28 10 38 5 2 1 5 26 0 50 20 1 35 67 2 2 38 4 2 176 12Totals: Revised 5-30-2024



City of Coral Gables
Community Recreation

Department Organization Chart

Community Recreation Director
Fred Couceyro

Community Recreation 
Deputy Director Carolina Vester

Administrative 
Operations Supervisor

Sarah Espino

Administrative
Division

Marketing Specialist
Fabio Rodriguez

DEI
Coordinator

Caspian Hastings

Administrative  
Assistant

Susan Lainfiesta

Part-Time Staff

Maint. Worker I
John Butler

Contracted Staff

Part-Time Staff

Tennis
Division

Tennis Operations 
Supervisor

Robert Gomez

Tennis Operations 
Assistant Supervisor

Manuel Guerrero

Tennis Operations 
Assistant Supervisor

Marilyn Morcate
Maint. Worker II
Bruce Johnson 

Part-Time Staff

Aquatics Supervisor
Jose Vilar

Assistant Aquatics 
Supervisor

Daren Gilman

Assistant Aquatics 
Supervisor

Ana Hannah

Venetian Pool
Division

Venue Manager
Valerie Piñon

Venue Specialist 
(Vacant)

Part-Time Staff

Venue & Banquet 
Halls

Cafe Space
(Concessionaire)

Maint. Repair Worker 
Jonathan Galdamez

Maint. Repair Worker 
Jose Luis Nunez

Maintenance Manager
(Vacant)

Pool Maint./Foreman 
(Vacant)

Building & Grounds
Maintenance

Part-Time Staff

Country Club
Division

Part-Time Staff

Lead Lifeguard
Daniel Sanchez

Athletic Club
Fitness & Pool

Country Club 
Division Director 

(Vacant)

Fitness and Pool
Manager

Carlos Llompart

Youth Center
Division

Recreation Specialist
Jerry Jones

Recreation Specialist
Farah Rodriguez

Maint. Repair Worker
Max Kiki Laurenceau

Maint. Repair Worker
Jean Jacques

Youth Center
Supervisor

Carlos Pichardo

Youth Center
Assistant Supervisor
Yanessa Rodriguez

Youth Center
Assistant Supervisor

Katherine Diaz

Part-Time Staff

Foreman
(Vacant)

Adult Activity Center
Supervisor

Norma Gavarrete

Adult Activity Center
Assistant Supervisor

Gregory Walters

Part-Time Staff

Contracted Staff

Adult Services
Division

Special Projects
Coordinator

(Vacant)

Part-Time Staff

Special Events 
Division

Golf
Division

Parks
Division

Golf & Parks
Superintendent

Troy Hall

Golf & Parks Assistant 
Superintendent
Kenneth Larkin

Maint. Worker
Frank Albriton

Part-Time Staff

Automotive Mechanic
Yonas Correa

Foreman
Mark Knight

Contracted Staff

Irrigation Foreman
Valentine Garcia

Foreman
Roderick Warren

Contracted Staff



Community Recreation
City of Coral Gables

We value the quality of :

eadership and passion

ntegrity and accountability

amily and fun

nvironmentally and safety conscious

L
I
F
E

Vision Statement:
“Creating community through memorable experiences.”

Mission Statement:
“Enhancing our community’s quality of life through exceptional recreational opportunities.”

For additional information 
email us at parks@coralgables.com
or visit www.gablesrecreation.com



Community Recreation
City of Coral Gables

Goals and Objectives:

Customer Focused Excellence
Provide recreation opportunities innovatively, that elevate 

the customer experience while preserving our history.

Workforce Excellence
Empower recreation professionals with the tools 

and guidance to provide excellent services.

Financial Excellence
Utilize financial resources efficiently and ensuring sustainable 

cost recovery through responsible processes.

Process Excellence
Ensure efficient and consistent business systems 

by optimizing best practices.

Community-focused Excellence
Exceed community’s expectations by striving 
to provide world-class facilities and services.

Sustainability-focused Excellence
Protect and preserve the environment by identifying efficient, 

innovative and sustainable practices.



 

 
 

Community Recreation - Parks & Recreation  
Monthly Reports Workshop 

Wednesday, January 25, 2023, from 11:00am to 11:30pm 
 
 

I. What is a Monthly Report 

II. Monthly Report Format 

III. Report Narrative 

IV. Report Financials & Numbers 

a. Expenditures 

b. Revenues 

V. Reading the GL Report 

VI. Creating Pie Charts 

VII. How to submit your Monthly Report 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Monthly Reports Workshop: January 2023

Anderson, Katherine

Couceyro, Fred

Espino, Sarah

Gavarrete, Norma

Gilman, Daren

Gomez, Robert

Guerrero, Manny

Hastings, Catie

Hall, Troy

Hannah, Ana

Iskandar, [lie

Larkin, Kenneth

Llompart, Carlos

Morcate, Marilyn

Pichardo, Carlos

Rocha, Michael

Rodriguez, Fabio

Rodriguez, Yanessa

Vester, Carolina
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Vilar, Jose

Walters, Greg

Zuriarrain, Mitchell
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MONTHLY REPORTS
WORKSHOP 2023

Community 
Recreation



What to include 
in a Monthly 

Report?



WHAT IS A MONTHLY REPORT?

• It is a monthly status update and should 
include a narrative and financial section

• It should restate any facility/division 
specific goals and provide regular updates 
on these goals

• Highlight all accomplishments
• Provide updates on any pending projects
• Identify any issues or risks
• Provide possible strategies and solutions



MONTHLY REPORT FORMAT

Report Format:
• Branded Template
• Must have a header & footer
• Clearly identify the department, facility, 

month & year
• Page numbers at bottom
• Include financial charts & graphs
• Follow the Fiscal Year Calendar
• Export into a PDF for submittal



Report 
Narrative



REPORT NARRATIVE

Narrative – Should focus on any facility or 
division specific highlights or struggles
Use simple and easy to read bullets 
Separate and filter all updates using the 
following sections:
• Programs/activities/events
• Personnel & staffing
• Maintenance
• Supervisory
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Report 
Financials & 

Numbers



FINANCIALS & NUMBERS

What numbers and financials should you report on? 
And remember to always provide a comparison to the 
previous year/month
• Monthly expenditures

• Group by staffing and operational costs
• Pull from EDEN or your ledger
• Always make sure to compare both for 

accuracy
• Monthly revenues if applicable

• Specific to the GL account no need to further 
break them down by specific activities & etc.

• Attendance Numbers – Res. Vs. Non-Res.



EXPENDITURES

Pulling an expenditure detail report in EDEN:
• Login to Eden
• Open the General Ledger Folder
• Open Ledger End of Period
• Open Expenditure Reports
• Open Expenditure Detail
• Type in the beginning 7 digits of your 

expenditure accounts (001-6050)
• Report box will appear
• In the Print Options box to the bottom right make 

sure you click Print Extra Detail and Print Vendor 
Information

• You can print or just view the report 



REVENUES

Pulling a GL revenue report in RecTrac:
• Login to RecTrac
• Click on the Reporting Tab
• Click on the GL Distribution Report under 

System Financial
• Select your division/facility specific template 

under Report Templates
• Make sure to select the Summary option under 

Output Type
• Click Process
• You can PDF the report or use the CSV data 

option if you want to pull the numbers into a 
spreadsheet





READING THE GL REPORT



READING THE GL REPORT
• Every transaction collected first goes though the 

Receivables account. (There is one for Parks and one 
for Venetian Pool)

• From there the appropriate percentage for taxes is 
moved into the tax account.  (All transactions with the 
exception of deposits are taxed.)

• All POS and real time sales revenues are then 
immediately moved to the appropriate GL account.

• Revenues of programs, rentals and memberships are 
transferred over to the receivables account and are held 
there until the actual event or program have occurred.  
(These transaction will only post in the respective GL 
account the following month.)

• Each facility/division should know what transactions 
are going into which of their GL accounts.



SAMPLE GL REVENUES REPORT



REPORTING ON NUMBERS

• Numbers should be reported on for the following types 
of transactions:
• Membership/pass sales
• Membership usage/swipe-in numbers
• Activity registration & attendance numbers
• Rental numbers
• Admission / guest numbers
• Court usage & private lesson numbers
• Film & special event permit numbers
• Special event attendance numbers

• Report on Resident vs. Non-Resident numbers if 
applicable



SAMPLE NUMBERS REPORT



CREATING PIE CHARTS

• The best way to present numbers and percentages is 
by creating a visual graphic such as a pie chart.

• Pie charts can easily be created through Excel
• Enter your data description in the first columns and 

your actual data: (numbers or percentages) in the 
second column.

• Highlight/select the data you want to include in the 
pie chart and then select Insert Pie Chart and select 
the 3-D Pie Chart

• Enter a Chart Title
• Select the Chart Elements
• You can also customize the colors and formatting of 

the chart



PIE CHART EXAMPLE



How do I submit 
my Monthly 

Reports?
• All  repor ts  a re  to  be  

submit ted  wi th in  two weeks  
of  the  comple t ion  of  the  
month  and  ready  for  rev iew 
a t  the  month ly  superv isor ’s  
meet ing .

• Repor ts  a re  to  be  saved  as  a  
PDF in  the  shared  dr ive :

X:\ADMINISTRATION\Superv is
or  Documents \Div is ion  
Month ly  & Annual  Repor ts \FY 
23  DIVISIONAL REPORTS



Thank You!



 

 
 

Community Recreation  
Performance Evaluation Training 

Wednesday, July 15, 2020 from 1:30 p.m. to 2:00 p.m. 
 

I. Review Full Time Performance Evaluation Calendar 
II. Review City location for Performance Evaluation Templates 

III. Review One Page Guide to Great Performance Reviews 
IV. Complete past due full time performance evaluations 
V. Complete past due part time performance evaluations 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Performance Evaluation Training 
 

 

 

 Page 2  
  

Anderson, Katherine     Present    

 

Couceyro, Fred      Excused    

 

Espino, Sarah      Present    

 

Gavarrete, Norma     Excused    

 

Gilman, Daren     Present    

 

Gomez, Robert     Present    

 

Gonzalez, Kevin     Present    

 

Guerrero, Manny     Excused    

 

Hall, Troy     Present    

 

Hannah, Ana     Present    

 

Kofkin, Ericka     Excused    

 

Larkin, Kenneth     Excused    

 

Pichardo, Carlos     Present    

 

Rodriguez, Fabio     Present    

 

Rodriguez, Yanessa    Present    

 

Vester, Carolina     Present    

 

Vilar, Jose     Present    

 

Zuriarrain, Mitchell     Present    

 



 
 
 
Don’t “sandwich” your feedback – don’t bookend   
your feedback with compliments. You will sound 
insincere and risks diluting your message. Instead, 
separate your negative comments from your 
positive feedback. Don’t back down on the message. 
 
Stick to the facts – Describe what you see 
happening by using objective details, not subjective 
opinions. Focus on behaviors not the person. Don’t 
sugarcoat the feedback. 
 
Ask questions – Most of the time, people have a 
sense of how they are performing.  They may even 
have ideas for improvement. Ask questions such as 
"How could you have done better?" and "What do 
you think could improve?" Questions involve the 
employee in building a shared plan. 
 
Coach the behaviors you would like to see –  
Negative feedback is useless without a model for 
how to do better. But simply telling your employee 
what to do or how to do it is usually a waste of time. 
Provide examples of the behavior change, what 
would it look like if they were doing better? Develop 
an action plan together with goals and timelines for 
the change. 

Delivering Effective Performance Reviews 
Performance reviews are one of the most powerful tools a leader has for managing performance and 
enabling an employee’s career development. The performance conversation should be an open  
dialogue about the employee’s goals, accomplishments and about the action plan for their  
continued development. This “One-Page” guide provides valuable tips to help you conduct great 
performance reviews and deliver engaging conversations. 

Only 35% of high 
performing 

employees feel 
their leaders 

speak with them 
honestly about 

their performance 3 
1 Prepare for the Review 

2 Conduct the Conversation 

3 Confirm and Follow-up 

 Take the time to prepare  – a well planned review will 
enable you to deliver a more effective conversation. 

 Determine your overall performance theme – what 
message do you want the employee to leave with? 

 Identify specific examples to support your feedback – 
be concise, be prepared to discuss the impact on the 
team, on projects and on the organization. 

Easy Steps For A Great Review 

 A performance review meeting is not a one-way 
conversation; ask the employee to share their 
successes and reactions to your feedback. 

 Cover the highlights of the review form – discuss 
ongoing challenges and brainstorm ways to solve 
any issues. 

 Discuss ideas for their development – identify the 
goals and plans the employee has for their career. 
Talk about the skills and experience needed for 
the employee to accomplish their career goals. 

 Agree specific actions to be taken by each of you 
- both you and the employee should leave the 
meeting with items on a to-do list. 

 Reinforce your overall performance theme, 
express your support for the employee and 
confirm the date of your next follow-up meeting 
to discuss the action plan and progress. 

Delivering Difficult Feedback 

of employees say they would 
work harder if they felt their 
efforts were better recognized. 

69% 

71%  
of employees prefer immediate 
feedback even if it is negative 



CITY OF CORAL GABLES  
EMPLOYEE PERFORMANCE EVALUATION
                   GENERAL EMPLOYEE 

 

 
NAME (LAST, FIRST, MI): 
 
 
DEPARTMENT/DIVISION: JOB TITLE: 

EVALUATION PERIOD: 
 
FROM:     /      /      TO:     /      /      
 

DATE OF REVIEW: NUMBER OF ABSENT HOURS: 
 
SICK                     

PURPOSE OF REPORT: 
 
PROBATIONARY   (    )         PROMOTIONAL   (    )           ANNUAL   (    )              OTHER   (    ) 

 
 

        Safety:                                         Acceptable              Unacceptable
Attendance:                                         Acceptable              Unacceptable
Punctuality:                                         Acceptable              Unacceptable
Appearance:                                        Acceptable              Unacceptable 

 
If any of the above are unacceptable, a salary increase may be denied, reduced, or delayed 
with no consideration for retroactivity. 
 
COMMENTS: ______________________________________________________________ 

___________________________________________________________________________ 

___________________________________________________________________________

___________________________________________________________________________

___________________________________________________________________________

___________________________________________________________________________

___________________________________________________________________________ 

 
 

INSTRUCTIONS FOR COMPLETION 
 

1. Supervisor completes form. 
2. Supervisor meets with the next level of management for review and concurrence.  

(The form will be reviewed by all appropriate levels, including the Department Head.) 
3. Supervisor meets with Employee to discuss appraisal. 
4. Forward appraisal for all levels of management review and signatures and then to the 

Human Resources Department. 
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PERFORMANCE RATINGS: Check the number which appears above or between the 
level(s) of performance which most closely match(es) the performance demonstrated by the 
employee during the appraisal period. 
 
PRODUCTIVITY Weight                                       x Score 
The amount of work an individual produces during assigned work 
period(s) 

Weighted Score 

 
          1               1.5               2              2.5              3               3.5               4             4.5              5 
 
Usually below 
acceptable standard for 
work unit. 

 
 
 

Barely acceptable 
level of output. 
A slow worker. 

 
 

Meets expectations of 
average output for 
work unit. 

 Very industrious. 
Does more than is 
required. 

 
 
 

Excellent producer. 
Generates maximum 
output. 

COMMENTS: 

 

 

 

 
QUALITY OF WORK Weight                                       x Score 
The ability to produce work that is accurate, neat and thorough. Weighted Score 
 
          1               1.5               2              2.5              3               3.5              4            4.5              5 
 
Produces a poor quality 
of work. Makes frequent 
errors. Must always 
check work product. 
 

 
 
 

Produces work of 
marginal quality 
which often contains 
errors. Careless. 

 
 

Quality of work is good. 
Usually accurate. 
Conscientious about 
completing quality work. 

 Produces high 
quality accurate 
work. Seldom 
makes mistakes. 

 
 
 

Produces outstanding 
precise, neat, and accurate 
work. 

COMMENTS: 

 

 

 

 
APPLIED JOB KNOWLEDGE Weight                                       x Score 
Application of the demonstrated knowledge necessary to perform the 
job. 

Weighted Score 

 
          1               1.5               2              2.5              3               3.5              4             4.5             5 
 
Lacks knowledge to 
perform the job. Has 
difficulty performing 
job duties. Requires 
major improvement. 
 

 
 
 

Marginal job 
knowledge. Often 
has to ask how to do 
routine job duties. 
Requires 
improvement in 
many areas. 
 

 
 

Good job knowledge. 
Possesses knowledge 
and skills to perform 
the required duties of 
the position. 

 Above average job 
knowledge. 
Possesses and 
applies skills and 
job knowledge. 
Rarely needs to ask 
for job information. 

 
 
 

Applies an outstanding 
level of job knowledge. 
Possesses and uses broad 
and detailed knowledge 
of all aspects of the job. 

COMMENTS: 
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TEAMWORK Weight                                       x Score 
The ability to work well with co-workers and supervisors. Weighted Score 
 
          1               1.5               2              2.5              3             3.5            4              4.5               5 
 
Causes friction  
among workers.  
Tends to gripe and 
argue. Antagonistic. 
Does not help others. 
 

 
 
 

Is difficult to work 
with occasionally. 
Will only help when 
asked. 

 
 

Works willingly 
with others. Is  
good at achieving 
cooperation. 

 Very cooperative. Is 
quick to offer help. 
Gets along well with 
most people. Very 
good team worker. 

 
 
 

Extremely cooperative. 
Constantly offers aid. 
Always available to 
others. Outstanding team 
worker. 

COMMENTS: 

 

 

 

 
INITIATIVE Weight                                       x Score 
The ability to be a self-starter and to show resourcefulness. Weighted Score 
 
          1               1.5               2              2.5              3              3.5            4            4.5              5 
 
Needs constant 
supervision to start and 
complete tasks. Is not 
resourceful. 
 

 
 
 

Requires close 
supervision to start 
and complete tasks. 
Is rarely resourceful. 

 
 

Follows tasks 
through to 
completion. Is 
reasonably 
resourceful. 

 Very good 
initiative and 
follows-through. 
Is resourceful and 
uses ability to 
think through 
problems. 

 
 
 

Superior initiative and 
follow-through. Highly 
resourceful and shows 
superior ability to think 
through and solve 
problems. 

COMMENTS: 

 

 

 

 
RECORDS AND PROCEDURES Weight                                       x Score 
The ability to produce and maintain accurate records and follow City 
Rules and Regulations and departmental Standard Operating 
Procedures. 

Weighted Score 

 
          1               1.5              2              2.5              3               3.5              4             4.5             5 
 
Sloppy record keeping. 
Often careless with 
records. Compliance 
with procedures is 
unsatisfactory. 
 

 
 
 

Some times careless 
with records and/or 
documents. 
Compliance with 
procedure needs 
improvement. 
 

 
 

Handles records 
properly; compliance 
with procedures is 
good. 

 Records are in order, 
neat and timely. 
Compliance with 
procedures is very 
good. 
 

 
 
 

Records are always in 
order, neat, and timely. 
Excellent compliance 
with procedures. 

COMMENTS: 
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PUBLIC CONTACT Weight                                       x Score 
Demonstrates courtesy and effectiveness in dealing with the public. Weighted Score 
 
          1               1.5               2              2.5              3             3.5            4              4.5               5 
 
Unsatisfactory. Has a 
frequent problem in 
dealing with the public. 
Discourteous. 
 

 
 
 

Occasionally 
discourteous in 
dealing with the 
public. Sometimes 
tactless. 

 
 

Good skills in 
dealing with the 
public. Usually 
courteous and 
effective. 

 Communication skills 
are well developed. 
Makes extra effort to 
assist the public. 

 
 
 

Extremely courteous; very 
effective; is an exemplary 
role model. 

COMMENTS: 

 

 

 

 
WORK HABITS Weight                                       x Score 
The ability to organize one’s work effectively and work under 
pressure. 

Weighted Score 

 
          1               1.5                2              2.5              3             3.5            4              4.5              5 
 
Constantly wastes time; 
does not organize work. 
Is unable to handle 
pressures of the job. 
 

 
 
 

Occasionally does not 
use time wisely and is 
often disorganized. 
Occasionally cannot 
handle pressures of the 
job. 

 
 

Uses time and 
equipment well. Is 
well organized. 
Can handle the 
pressures 
associated with the 
job. 

 Frequently makes an 
extra effort to 
organize work, 
frequently uses time 
and equipment more 
effectively than 
expected. Can work 
under more pressure 
than expected for the 
position. 

 
 
 

Constantly uses time 
and equipment to the 
fullest; always has work 
organized beyond what 
is expected. Is able to 
work effectively in high 
pressure situations. 

COMMENTS: 

 

 

 

 
COMMUNICATION Weight                                       x Score 
The ability to convey one’s ideas effectively, both orally and in 
writing. 

Weighted Score 

 
        1               1.5              2             2.5              3             3.5            4              4.5                5 
 
Communication is very 
poor. Ideas are not well 
organized and are 
difficult to follow.  Both 
oral and written 
communication needed 
improvement. 
 

 
 
 

Occasionally 
does not 
communicate 
effectively. Oral 
and/or written 
communication is 
sometimes 
difficult to 
follow. 
 

 
 

Communication is 
good. Is able to 
communicate 
effectively both 
orally and in writing. 

 Very good 
communicator. 
Regularly demonstrates 
very good oral and 
written communication 
abilities. 
 

 
 
 

Excellent communicator. 
Demonstrates excellent 
written and oral skills. 

COMMENTS: 

 

 

 

4 
Revision Date: 04/11 



JUDGMENT AND DECISION MAKING Weight                                       x Score 
The ability to come to a conclusion based on the information 
available. 

Weighted Score 

 
          1               1.5               2              2.5              3             3.5            4              4.5               5 
 
Decisions are often 
wrong because of poor 
judgment. Frequently 
hesitates or neglects to 
make decisions that are 
necessary. 
 

 
 
 

Sometimes makes 
bad decisions 
because of poor 
information or bad 
judgment. 
Sometimes neglects 
decisions when 
necessary. 

 
 

Usually arrives at 
sound decisions. 
Analysis of 
problem and 
alternatives is 
usually good. 
Decisions are 
usually made in a 
timely manner. 

 Very good in making 
decisions. Uses good 
judgment in analyzing 
problems and 
alternatives. Makes 
timely decisions. 

 
 
 

Superior decision making 
ability. Shows excellent 
judgment. Commendable 
record of well thought out 
and implemented 
decisions. 

COMMENTS: 

 

 

 

 
SUPERVISION (For working Supervisors) Weight                                       x Score 
The ability to organize and plan quality work and get the job done on 
schedule. 

Weighted Score 

 
          1               1.5               2              2.5              3              3.5            4                4.5             5 
 
Usually disorganized 
and often in a crisis 
caused by a lack of 
planning and 
organization. Does not 
delegate work 
effectively. 
 

 
 
 

Does very little 
planning and 
organizing. Is not 
effective in getting 
staff to complete the 
assigned work. 

 
 

Good at planning and 
organizing the work 
load. Usually does a 
good job at 
delegation and 
follow-through. 
Usually completes 
the job properly and 
on time. 

 Very good at 
planning and 
organizing work. 
Makes very 
effective use of staff 
to complete the job 
properly and on 
time. Produces very 
good results. 

 
 
 

Superior in planning, 
organizing, and 
delegating the 
assigned work. Gets 
extraordinary results 
through an effective 
working relationship 
with the staff. 

COMMENTS: 

 

 

 

 
      TOTAL PERFORMANCE RATING:   _____________ 

(Total up the weighted scores for each of the performance 
        factors to determine the TOTAL PERFORMANCE RATING) 

 
ACTION PLAN  (Including any training and/or development issues) 
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Supervisor’s Overall Comments:  
 
 
 
 
 
 
 

 
Reviewer’s Comments: 
 
 
 
 
 
 
 
_________________________________            __________________________________________ 
Signature                                  Date                   Department Head Signature                     Date 

 
 

 Employee’s Comments:
 
 
 
 
 

 
 

                _________________________________                                      
                Signature                             Date               

 
           

                 FOR HUMAN RESOURCES USE ONLY 
                 ANNUAL PERFORMANCE EVALUATION SUMMARY  
 
                 Employee current hourly rate: _______________       Increase %: ______________ 
 
                 Employee new hourly rate: ______________              Effective Date: ___________________ 
 
                 Next Review Date:  _______________ 
 
 
                 ______________________________                                         ____________________________ 
                 Signature                                                                                    Date               
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Text Box
My signature on this evaluation indicates that I have had the opportunity to read and discuss the evaluation with my supervisor.
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1

CITY OF CORAL GABLES 
EMPLOYEE PERFORMANCE EVALUATION 

MANAGEMENT/SUPERVISION 
 
 

 
NAME (LAST, FIRST, MI): 
 
 
DEPARTMENT/DIVISION: 
 
 

JOB TITLE: 
 
 
 

EVALUATION PERIOD: 
 
FROM:          TO:     
 

DATE OF REVIEW: 
 
 

NUMBER OF ABSENT HOURS: 
 
SICK                     

PURPOSE OF REPORT: 
 
PROBATIONARY   (    )         PROMOTIONAL   (    )           ANNUAL   (     )             OTHER   (    ) 

 
 

        Safety:                                       Acceptable              Unacceptable
Attendance:                                       Acceptable              Unacceptable
Punctuality:                                       Acceptable              Unacceptable
Appearance:                                      Acceptable              Unacceptable 

 
If any of the above are unacceptable, a salary increase may be denied, reduced, or delayed 
with no consideration for retroactivity. 
 
COMMENTS: ______________________________________________________________ 

___________________________________________________________________________ 

___________________________________________________________________________

___________________________________________________________________________

___________________________________________________________________________

___________________________________________________________________________

___________________________________________________________________________ 

 
INSTRUCTIONS FOR COMPLETION 

 
1. Supervisor completes form. 
2. Supervisor meets with the next level of management for review and concurrence.  

(The form will be reviewed by all appropriate levels, including the Department Head.) 
3. Supervisor meets with Employee to discuss appraisal. 
4. Forward appraisal for all levels of management review and signatures and then to the 

Human Resources Department. 
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PERFORMANCE RATINGS: Check the number which appears above or between the 
level(s) of performance which most closely match(es) the performance demonstrated by the 
employee during the appraisal period. 
 
LEADERSHIP Weight                                       x Score 
The ability to bring about cooperation toward meeting objectives Weighted Score 
 
          1               1.5               2              2.5              3              3.5             4             4.5              5 
 
Directions are often 
confused and 
contradictory.  

 
 
 

Sometimes fails to 
obtain cooperation 
because objectives 
are not clear. 

 
 

Generally provides 
clear direction and 
gets things done 
through others. 

 Above average 
ability to promote 
cooperation and 
understanding of 
objectives. 

 
 
 

Always precise and 
accurate in providing 
direction. Promotes 
teamwork among staff. 

COMMENTS:  

 

 

 

 
BUDGET/COST CONTROL Weight                                       x Score 
The ability to prepare and control budgets and expenditures. Weighted Score 
 
          1               1.5               2              2.5              3               3.5          4            4.5              5 
 
Constantly fails to 
budget accurately. 
Frequently has cost 
overruns or shortfalls. 
Pays little attention to 
cost items. 
 

 
 
 

Occasionally fails to 
budget adequately 
for routine needs. 
Sometimes 
insensitive to cost 
issues. 

 
 

Accurately prepares 
monitors and controls 
budget expenditures. 
Active in initiating cost 
savings. 

 Very cost 
conscious. Very 
good at budgeting. 
Strives to cut and 
control costs. 

 
 
 

Outstanding at budget 
management. Takes a 
leadership role in 
identifying ways to cut 
and control costs. 

COMMENTS:  

 

 

 

 
MOTIVATION Weight                                       x Score 
The ability to positively inspire work efforts. Weighted Score 
 
          1               1.5               2              2.5              3               3.5            4             4.5             5 
 
Personally lacks 
enthusiasm. Negative 
work attitude affects 
subordinates. 
 

 
 
 

Does not 
consistently 
encourage 
subordinates to 
excel. 
 

 
 

Recognizes rewards 
and encourages good, 
solid performance. 

 Generates above 
average enthusiasm 
among subordinates. 

 
 
 

Serves as an outstanding 
work example. Inspires 
subordinates to excel. 

COMMENTS:  
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PROBLEM SOLVING Weight                                       x Score 
The ability to analyze situations and solve work problems. Weighted Score 
 
          1               1.5               2              2.5              3             3.5            4              4.5               5 
 
Does not solve 
problems effectively. 
Ignores problems or 
waits for others to solve 
them. 
 

 
 
 

Occasionally fails to 
deal effectively with 
problems. Needs 
some improvement. 

 
 

Is an effective 
problem solver. 
Often anticipates 
problems and 
prevents them 
from occurring. 

 Very good problem 
solving ability. Usually 
anticipates problems 
and prevents them 
from occurring. 

 
 
 

Exceptional problem 
solving ability. Can be 
relied upon to anticipate 
and prevent problems 
from occurring. 

COMMENTS:  

 

 

 

 
COMMUNICATION Weight                                       x Score 
The ability to effectively convey thoughts, ideas and necessary 
information to others. 

Weighted Score 

 
          1               1.5               2              2.5              3              3.5            4            4.5              5 
 
Memos or directives are 
unclear and usually 
seem to miss the point. 
Subordinates often 
confused over what is 
desired. 
 

 
 
 

Occasionally fails to 
communicate 
necessary 
information. Not 
always clear. 

 
 

Provides for a 
good exchange of 
information in a 
clear and concise 
manner. 

 Communications 
are clear, concise 
and persuasive. 
Lays out options 
and alternatives.  

 
 
 

Eloquent and accurate in 
both oral and written 
analysis of situations. 

COMMENTS:  

 

 

 

 
DELEGATION Weight                                       x Score 
The ability to correctly identify appropriate work tasks to be handled 
by subordinates. 

Weighted Score 

 
          1               1.5              2              2.5              3               3.5              4             4.5             5 
 
Unable to identify 
appropriate work tasks 
for subordinates. 
 

 
 
 

Occasionally assigns 
wrong tasks or fails 
to follow-up with 
subordinates. 
 

 
 

Normally assigns 
appropriate work tasks 
to subordinates. 

 Consistently assigns 
appropriate work to 
subordinates. 
 

 
 
 

Always delegates both 
responsibility and 
authority with both 
routine and challenging 
tasks. 

COMMENTS:  
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PLANS Weight                                       x Score 
The ability to develop appropriate goals and activities and 
identifying/aggregating resources needed to accomplish them. 

Weighted Score 

 
          1               1.5               2              2.5              3             3.5            4              4.5               5 
 
Never plans ahead, 
practices “crisis 
management”. 
 

 
 
 

Occasionally fails to 
plan adequately for 
project or 
department needs. 

 
 

Planning efforts 
are reasonable and 
sufficient to meet 
project or 
department needs. 

 Planning efforts are 
thorough and concise, 
often showing unusual 
insight into future 
needs. 

 
 
 

Planning efforts are 
innovative, insightful, and 
creative. Provides for the 
effective use of resources. 

COMMENTS:  

 

 

 

 
PRIORITIES Weight                                       x Score 
The ability to rank work projects in appropriate order and to schedule 
time optimally. 

Weighted Score 

 
          1               1.5                2              2.5              3             3.5            4              4.5              5 
 
Work effort is 
disorganized. Important 
projects often done after 
“busy work”. Deadlines 
often not met. 
 

 
 
 

Sometimes fails to 
schedule projects and 
work time. 
Occasionally fails to 
meet deadlines. 

 
 

Priorities are 
correctly set and 
work planned to 
meet important 
deadlines. 

 Scheduling and 
planning are 
exceptionally well 
thought out. 

 
 
 

Anticipates future 
problems. Prioritizes 
work. Is typically ahead 
of schedule and asks for 
new projects. 

COMMENTS:  

 

 

 

 
JUDGMENT AND DECISION MAKING Weight                                       x Score 
The ability to come to a conclusion based on the information available. Weighted Score 
 
        1               1.5              2             2.5              3             3.5             4              4.5                5 
 
Decisions are often 
wrong because of poor 
judgment. Frequently 
hesitates or neglects to 
make decisions that are 
necessary. 
 

 
 
 

Sometimes makes 
bad decisions 
because of poor 
information or 
bad judgment. 
Sometimes 
neglects decisions 
when necessary. 
 

 
 

Usually arrives at 
sound decisions. 
Analysis of problem 
and alternative sis 
usually good. 
Decisions are usually 
made in a timely 
manner. 

 Very good at making 
decisions. Uses good 
judgment in analyzing 
problems and 
alternatives. Makes 
timely decisions. 
 

 
 
 

Superior decision making 
ability. Shows excellent 
judgment. Commendable 
record of well thought out 
and implemented 
decisions. 

COMMENTS:  
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STAFFING Weight                                       x Score 
The ability to select and maximize the effective use of human 
resources. 

Weighted Score 

 
          1               1.5               2              2.5              3             3.5            4              4.5               5 
 
Frequently assigns 
work to inappropriate 
personnel. Poor staffing 
judgment. 
 

 
 
 

Occasionally fails to 
match tasks with 
workers’ skill 
levels. Questionable 
staffing judgment. 

 
 

Normally assigns 
work tasks 
appropriate to 
skills and abilities 
of staff. Good 
staffing skills. 

 Highly effective in the 
assignment of staff to 
the proper tasks. May 
be creative. Staffs with 
very good people. 

 
 
 

Very creative in the use of 
all staff. Often results in 
cost savings or avoidance. 
Staffs with excellent 
people. 

COMMENTS:  

 

 

 

 
INITIATIVE Weight                                       x Score 
The ability to develop/originate new ideas or methods without being 
urged. 

Weighted Score 

 
          1               1.5               2              2.5              3              3.5            4                4.5             5 
 
Never generates new 
ideas or methods to 
improve operations. 
Needs constant 
prompting. Does not 
encourage innovation 
from staff. 
 

 
 
 

Occasionally 
identifies new 
methods, but 
requires regular 
encouragement. 
Rarely encourages 
innovation from 
staff. 

 
 

Generally takes the 
first step toward 
making change with 
little prompting. 
Encourages 
innovation from staff. 

 Frequently develops 
with new 
approaches. Usually 
independently. Very 
good at encouraging 
innovation from 
staff. 

 
 
 

Continually 
originates new work 
ideas and methods 
independently. 
Excellent at 
encouraging 
innovation from staff. 

COMMENTS: 

 

 

 

 
  
WORK PRODUCT Weight                                       x Score 
The ability to produce work that is accurate, neat and thorough. Weighted Score 
 
          1                1.5               2              2.5              3              3.5            4                4.5 
 

 
5 

 
Produces poor quality 
and volume of work. 
Often late. 
 

 
 
 

Produces work of 
marginal quality and 
volume of work. 

 
 

Quality and volume 
of work is good. 
Conscientious about 
doing quality work. 
 

 Produces high volume 
quality work. Seldom 
makes mistakes. 

Produces outstanding 
precise, neat and 
accurate work in. 
High volume of work 
produced. 

COMMENTS:  
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     TOTAL PERFORMANCE RATING:   _____________ 
(Total up the weighted scores for each of the performance 

        factors to determine the TOTAL PERFORMANCE RATING) 
 

Action Plan  (Including any training and/or development issues) 
 
 

 
Overall Performance Comments:  
 
 
 

 
Reviewer’s Comments: 
 
 
 
 
_________________________________            __________________________________________ 
Signature                                  Date                   Department Head Signature                     Date 

 
Employee’s Comments: 
 
 
 
 
 
                                                                            My signature on this evaluation  indicates that I have had the 
                                                                                       opportunity to read and discuss the evaluation with my   
___________________________________      supervisor.                       
Signature                                  Date                  

 
FOR HUMAN RESOURCES USE ONLY 
ANNUAL PERFORMANCE EVALUATION SUMMARY  
 
Employee current hourly rate: _______________       Increase %: ______________ 
 
Employee new hourly rate: ______________              Effective Date: ___________________ 
 
Next Review Date:  _______________ 
 
______________________________                                         ____________________________ 
Signature                                                                                    Date               
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City of Coral Gables - Community Recreation  
All Full Time Staff - Annual Meeting Agenda 

Friday, December 8, 2023, from 8:00 a.m. to 2:00 p.m. 

Time: Topic: Speaker: 

8:00 a.m. Breakfast social All 
8:30 a.m. Welcome & Accomplishments & Service Pins Fred 
9:00 a.m. Community Recreation Business Plan & Recreation Programming Plan: 

• Department Executive Summary & History - Fred
• New Department Mission, Vision, Values & Goals - Sarah
• City & Department Organizational Structure - Fred
• Department Core Programs, Services & Facilities - Fred
• Marketing Analysis: Segregation, Service Area, Competition & Trends -

Fred
• Department Operations Analysis: Expenses & Revenues, Operating

Standards, CIP Needs and Strategic Plan - Fred
• Department Implementation Strategies: Marketing, Branding, Pricing

Strategies & Organizational Needs – Fred

All 

10:00 a.m. Break  NA 
10:15 a.m. Leadership Workshop Carolina 

11:30 a.m. Policies & Procedures, Employee Handbooks, Personnel Involvement 
City Safety Manual / General Security Plan / Risk Management Plan / Vehicle 
Safety / Playground Safety / Golf & Maintenance Safety / Emergency Procedures 
& Contact Flowchart / Workers Compensation 

Carolina 

12:30 p.m. Community Recreation Master Plan Update, ADA Transition Plan Update, 
Records Disaster Mitigation and Recovery Plan Update & Future Planning 

Carolina 

1:00 p.m. Presentation: Timeclock/Payroll/Leave Request Transition to Infor Sarah 
1:10 p.m. In-Service Trainings - Law Enforcement / Active Shooter Carolina 
1:20 p.m. Customer Service Standards & Training  Carolina 
1:25 p.m. Work Environment & Ethics Training 

• Sexual Harassment
• Gift Policy
• Honor Code

Carolina 

1:30 p.m. Lunch & Announcements  All 
2:00 p.m. Annual Picture, Feedback, Q&A & Closing All 



Albritton, Frank

Butler, John

Correa, Yonas

Annual Meeting Sign-In: Friday, December 8, 2023

/

Espino, Sarah

Galdamez, Jonathan C.

Garcia, Valentin

_____________________

Gavarrete, Norma,<j.t

La rki n, Ken

Lainfiesta, Susan

______________________________

Laurenceau, Max “Kiki”____________________________

ii
Liompart-Santi, Carlos

_____________________________

Morcate, Maril

_________________________________

Moreno, Peter

__________________________________

Nuñez, Jose -i- 7---_

Z)
Pichardo, Carlos

Pinion, Valerie

__________________________________

Rocha, Michael X

Rodriguez,

Rodriguez, Farah

Rodriguez,

Sanchez, Daniel

Hall, Troy

Hannah, Ana

lskandar, Elie

Jacques, Jean

Johnson, Bruce

_________________________________

Jones, Jerry P1 (

Knight,Mar)

Hastings, Catie Caspian C

Walters, Gregory

Zuriarrain, Mitchell



City of Coral Gables 
Community Recreation

Annual Strategic Meeting
December 2023



AGENDA FOR THE DAY:
• Loyalty Recognition & Opening Remarks

• Department Accomplishments & Announcements

• Review Community Recreation Business Plan

• Leadership Workshop

• Policies & Procedures / Personnel Involvement

• Master Plan Update & Future Planning

• Timeclock/Payroll/Leave Request Transition with Infor

• Law Enforcement Training

• Customer Service Training

• Work Environment: Ethics, Sexual Harassment & Gift Policy

Community Recreation Department  | www.CoralGables.com  |  Parks@CoralGables.com | @CoralGablesParks



Daniel Sanchez 
For 5 Years of Service



Norma Gavarrete
For 25 Years of Service



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

FISCAL YEAR 2023 ACCOMPLISHMENTS:

Served the community by providing recreational facilities and 
programs for all ages:

• Held several special events with a combined attendance of over 
91,000 event participants.  

• Granada Golf course continued to operate at near capacity with 
over 50,000 rounds of golf.   

• Continued to provide programming to adults through the Adult 
Activity Center. The center registered over 18,000 visits with over 
8,800 different program registrations.   



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

FISCAL YEAR 2023 ACCOMPLISHMENTS:

• The Youth Center was a focal point of activity with an 
approximate 400,000 visits to the Youth Center facility, field and 
playground.    

• There were over 13,000 individual program enrollments and 
approximately 35,000 fitness center visits.  

• There were over 4,000 summer camp registrations.
• Venetian Pool continued to be a premier destination for visitors 

with almost 56,000 visitors to the pool. 



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

FISCAL YEAR 2023 ACCOMPLISHMENTS:

Further developed the Diversity, Equity and Inclusion services 
through the following programs, innovations, and initiatives:

• Changed Special Populations division to the Diversity, Equity and 
Inclusion division and included inclusive DEI language in all job 
descriptions within the department.  

• Introduced Teen Scene social program for teens with intellectual 
disabilities and autism.

• Increased participation of the My Squad Social Club, for adults 
with intellectual disabilities and autism, by hosting monthly events 
and opening the building for regular club hours.
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FISCAL YEAR 2023 ACCOMPLISHMENTS:

• Initiated the Inclusive Recreation 
Accreditation process through the 
National Inclusion Project.

• Launched a Summer Camp Open House 
to promote department‐wide summer 
programming and events and offer 
inclusive site tours.

• Piloted a Social Emotional Learning 
program with the Youth Center. 



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

FISCAL YEAR 2023 ACCOMPLISHMENTS:

Renovated and reopened the Coral Gables Golf & Country Club 
providing a country club space for Coral Gables residents and venue 
services to the community.   

• Renovated and refurbished several areas of the club including the 
grand ballroom, swimming pool, kitchen facilities, café dining 
areas, roof, IT infrastructure, landscaping, fitness center and 
general building and parking improvements and repairs.

• Contracted with new concessionaire to provide café offerings 
including breakfast and lunch services.  
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FISCAL YEAR 2023 ACCOMPLISHMENTS:

• Acquired new fitness equipment for the fitness center including 
cardiovascular machines and weight equipment.

• Introduced several new club events including the monthly 
members mixers, the Christmas Holiday event, Glow‐in‐the‐Dark 
Easter Egg Hunt and Pollinator planting events.   

• Provided venue rental services for a variety of events including 
weddings, anniversary parties, trade shows, and award galas. 
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FISCAL YEAR 2023 ACCOMPLISHMENTS:

Developed service innovations and resource additions that increased 
customer service, cost savings and quality of life goals.  

• Began the transition from gas blowers to electric blowers for 
certain maintenance tasks.

• Introduced beneficial microbes to spraying program to reduce 
fertilizer usage at the Granada Golf Course.   

• Installed 11 new dog waste stations to bring the total of dog waste 
stations maintained by the Department to over 130. 

• Installed 4 new Little Libraries and 8 new memorial benches in 
parks.
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FISCAL YEAR 2023 ACCOMPLISHMENTS:

• Installed new LED lighting in the Youth Center and the Granada 
Golf Course maintenance facility.

• Installed three blended line pickleball courts at the Youth Center 
outdoor basketball courts to provide multipurpose usage.

• Addition of two new pickleball instructors to provide lessons and 
instructions at Salvadore Tennis Center and the Youth Center.

• Provided a satellite office for Miami‐Dade County for Golden 
Passport services at the Adult Activity Center and for Division of 
Motor Vehicles Services at the Youth Center. 
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FISCAL YEAR 2023 ACCOMPLISHMENTS:

Developed new program and event offerings that met resident needs, 
increased customer satisfaction and advanced quality of life goals.   

• 2022 World Cup Final Watch Party – a special event featuring a 
live broadcast of the world Cup Final at the Youth Center with 
food, giveaways and participation games.    

• Partnered with the Coral Gables Community Foundation on the 
Moon Over the Gables, a three‐week event at Ponce Circle Park.
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FISCAL YEAR 2023 ACCOMPLISHMENTS:

• Introduced several Adult Activity programs including National 
Senior Citizen’s Day, End of Summer Social, Self‐Defense Class, 
Gentle Yoga, Aqua Zumba, Joy Share Club and Hurricane 
Preparation class.

• Introduced several new programs at the Coral Gables Youth 
Center including the monthly community sports event series, 
pickleball drop‐in days, fitness programming and Abrakadoodle
classes for youth.
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FISCAL YEAR 2023 ACCOMPLISHMENTS:
The Community Recreation Department received accolades and 
recognitions this year including:

• Continued annual compliance with the Commission of Accredited 
Parks and Recreation Agencies and has maintained National 
Accreditation for its 22nd year.   

• Golf Course and Maintenance Superintendent Troy Hall named 
City of Coral Gables Employee of the Year.

• The Venetian Pool was awarded the Jeff Ellis and Associates Gold 
Award for water safety. 

• Venetian Pool featured on America’s Back Roads television 
program focusing on hidden gems for travel across the country.
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FISCAL YEAR 2023 ACCOMPLISHMENTS:

Assisted in the development and renovation of parks and facilities.

• Completion of the enhancements and renovations of Pierce Park.  
The enhanced park features three new playground structures 
including two different climbing apparatus, swings, renovated 
pavilion, new perimeter fencing, landscaping and security lighting 
and cameras.   

• Completion of a new park construction at Maggiore Park.  Project 
included installation of two playground structures, perimeter 
fencing with entrance features complementing the neighborhood 
architecture, extensive landscaping and new walkways.
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FISCAL YEAR 2023 ACCOMPLISHMENTS:

• Began construction process on new projects slated including the 
renovation of the Granada Golf Course Pro Shop, the new 
Salvadore Dog Park and the renovation of the Granada Pro Shop 
restaurant space.

• Began the community input process and concept design process 
for several upcoming projects including Phillips Park, Blue Road 
Park, William Cooper Park, Nellie B. Moore Park, and Toledo and 
Alava Park.
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PERFORMANCE
INDICATORS

FY22 VS. 
FY23

AND FY24 
GOALS



Why Statement



DO YOU REMEMBER OUR
WHY STATEMENT?

Why do we come to work to do what we do each day?

“To enhance daily life so that we can inspire 

a sense of community”
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2023 BUSINESS PLAN & 
DEPARTMENT REVIEW

City of Coral Gables 
Community Recreation



Executive Summary



EXECUTIVE SUMMARY
Community Recreation Facilities Include:

• Adult Activity Center
• Coral Gables Golf & Country Club:

• Athletic Club
• Country Club Venue
• Granada Tennis Center
• Granada Golf Course 
• Le Parc Café 

• My Squad Lodge / DEI Clubhouse
• Salvadore Tennis Center
• Venetian Pool
• War Memorial Youth Center
• William H. Kerdyk Biltmore Tennis Center



EXECUTIVE SUMMARY
The Department now consists of 12 Divisions:

• 6000 – Administration
• 6010 – Tennis
• 6020 – Aquatics
• 6030 – Country Club Administration 
• 6032 – Country Club Venue
• 6034 – Country Club Athletic Club
• 6038 – Country Club Granada Golf
• 6050 – Youth Center
• 6060 – Adult Services
• 6065 – Special Events
• 6070 – Golf Course and Parks Maintenance
• 6090 – Coral Gables Soccer



EXECUTIVE SUMMARY
• City’s goal is to provide residents and guests of all ages access to a 

first-class and environmentally sensitive system of green and open 
spaces, facilities, programs, and events that promote play, health, 
and quality of life.

• Coral Gables has a combination of 67 recreational facilities, parks 
and open spaces which include 15 playgrounds with four additional 
playgrounds scheduled for construction next year.

• The city is committed to increase our parks with the goal of having 
a park within a 10-minute walk of any home in the city.

• The city opened its first dog park at Salvadore Park. A second dog 
park has been designed for construction at the Underline’s segment 
5 at the corner of Le Jeune Rd. and Ponce Del Leon Blvd. in Coral 
Gables.



EXECUTIVE SUMMARY

The Department is also responsible for:
• Permitting of special events and film permits.
• Coordination of special events.
• Development and implementation of programs for 

cultural and recreational activities.
• Principles of inclusion to allow for accessibility.
• Identifying geographical deficiencies in levels of 

service for walkable parks.
• Coordination of capital improvements and land 

acquisitions. 



Business Identification



DEPARTMENT HISTORY
It all started with the War Memorial Youth Center
• In 1944 the War Memorial Association raised $75,000 to 

honor the youth who served in World War II with 
founding a youth recreation center.

• A site of 48 lots on Andalusia Avenue was purchased and 
the first center opened on December 7, 1945, Pearl 
Harbor Day. 

• In 1956 the Center was turned over to the City. 
• The Association included a reverter clause that if the 

City of Coral Gables ever discontinued use of the 
property as a youth center, the entire parcel would 
revert to the Association.  



DEPARTMENT HISTORY
• In March of 1974, the City of Coral Gables 

implemented a new ordinance which would combine 
several different departments as divisions under a 
single department.  

• The new department came to be known as the City of 
Coral Gables’ Parks & Recreation Department.

• In 2018 the Department was renamed to Community 
Recreation Department.



MISSION, VISION, 
VALUES & GOALS

MISSION:
Enhancing our community’s 
quality of life through 
exceptional recreation 
opportunities.

VISION:
Creating community through 
memorable experiences. 



MISSION, VISION, 
VALUES & GOALS

We value the quality of:

• Leadership and passion
• Integrity and accountability
• Family and fun
• Environmentally and safety conscious



FOCUS AREAS
& GOALS

• Customer Focused Excellence: Provide recreation opportunities 
innovatively, that elevate the customer experience while preserving our 
history.

• Workforce Excellence: Empower recreation professionals with the 
tools and guidance to provide excellent services.

• Financial Excellence: Utilize financial resources efficiently and 
ensuring sustainable cost recovery through responsible processes.

• Process Excellence: Ensure efficient and consistent business systems 
by optimizing best practices.

• Community-focused Excellence: Exceed community’s expectations 
by striving to provide world-class facilities and services.

• Sustainability-focused Excellence: Protect and preserve the 
environment by identifying efficient, innovative and sustainable 
practices.
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Trivia 
Question #1

HOW MANY DIVISIONS ARE 
THERE IN COMMUNITY 

RECREATION?



Correct Answer 
to Question #1

12 DIVISIONS



Core Programs, 
Services & Facilities



Stewards

Capital 
Improvements Internships

Administration – Division 6000

Marketing

Land
Acquisition

Transition 
Support

CAPRA
Accredited 

Special 
Projects

My 
Squad

RecTrac

Diversity
Equity

Inclusion

Adventure 
Day



Ladies 
Teams

Social 
Play

Varsity 
Clinics

Tennis– Division 6010

Private 
Lessons

My First 
Tennis 
Camps

League 
Play

Camps

Tournaments

High 
Performance 
Instruction

Adult 
Beginners 

Clinics

Doubles 
Drills

Junior 
Varsity 
Clinics



Romance 
Under the 

Stars

Fun in the 
Sun Camp

Swim 
Lessons

Aquatics Venetian Pool– Division 6020

Public 
Swim 
Entry

Historic 
Landmark

Pumpkin 
Float

Jr Lifeguard
Camp

Lifeguard 
Classes

Water 
Safety 

Instructor 
Classes

Pool 
Membership

Guard 
Start

Paws in 
the Pool



Athletic 
Club

Golf 
Tournaments

Membership

Coral Gables Golf & Country Club – Division 6030

Public 
Greens 
Fees

Neighborhood 
Tennis

Le Parc 
Cafe

Kids 
Club

Special 
Events

Venue 
Rentals

Community 
Events

Exercise 
Classes

Junior 
Olympic 

Sized Pool



Fitness 
Membership 

& Classes

Haunted 
House

Bricks for 
Kidz STEM

Youth Center– Division 6050

Leagues

Dance

Gymnastics

Camps

Club Play 
Aftercare

Youth 
Sports

Theater 
Productions

Teen 
Program

Special 
Events



Aqua 
Zumba

Salsa

Total 
Body

Adult Activity Center– Division 6060



Big Toy

Farmers 
Market

Literacy 
Festival

Eggstreme
Egg Hunt

Special Events & Permits– Division 6065

Permits
Holiday 

Tree 
Lighting

Memorial 
Day 

Celebration

Holiday 
Park

4th of 
July

Movies 
under the 
Gables 

Moonlight

Pumpkin 
Patch

Hot 
Chocolate 
with Santa



5 Minute 
Break



Trivia 
Question #2

WHAT IS THE CITY'S VISION 
STATEMENT? 



Correct Answer 
to Question #2

“A WORLD-CLASS CITY

WITH A HOMETOWN FEEL” 



Marketing Analysis
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• Coral Gables serves a population of approximately 49,193 based on 
the 2022 estimate.  

• The Department served over 22,000 registered participants this past 
year. This does not include one-time transactional customers and 
visitors.

MARKET SEGREGATION
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• The City of Coral Gables Community Recreation Department provides priority 
access to City of Coral Gables residents through early registration opportunities 
and reduced resident fees.  

• Approximately 48.34% of its registered customer base are Coral Gables Residents.  
• Approximately 51.66% are non-residents, and include Miami-Dade County 

residents and other national and international visitors.

SERVICE AREA
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• Geographically, the City of Coral Gables predominantly competes for land and 
space with Miami Dade County parks and neighboring parks in cities such as:

• West Miami
• South Miami
• Pinecrest
• Coconut Grove

• Property values in the City are extremely high and new parcels of land are 
difficult to acquire.

• Due to lack of space, we compete with the County’s large playgrounds, natural 
parks & trails, waterparks, dog parks and etc. 

COMPETITION
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• The transactional key requirements survey identified that the four most 
important aspects for participants in selecting to participate in City programs 
and activities are: 

• Location
• Safe Facilities
• Instructor to Student Ratio 
• Friendly Staff

• As part of the survey, 98.56% of participants felt that the City programs met 
their family’s expectations.

COMPETITION
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• The Community Recreation Department annually reviews the needs of the 
community and tasks each Division to identify a local, national and international 
trend in their industry to ensure that programming stays relevant.  

• In addition, an evaluation is conducted by staff following each program to 
review participant attendance and satisfaction.

TRENDS
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• The largest industry trend continues to be that of 
technology, and the customer demand for making 
the registration process accessible on the go and as 
simple as possible.  

• In 2018 the Community Recreation Department 
migrated from a legacy recreation software to a 
hosted recreation software that allows participants 
to register and pay for services remotely.

TRENDS



Trivia 
Question #3

WHAT IS THE FULL NAME OF 
THE FOUNDER OF CORAL 

GABLES?



Correct Answer 
to Question #3

GEORGE EDGAR MERRICK



Operations Analysis
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• The Community Recreation budget differs from other City Department 
budgets because many of the expenditure accounts are revenue driven.  

• Venetian Pool and Coral Gables Golf and Country club are examples of an 
Enterprise Fund.

• Enterprise Funds - are self funded/sustainable and may drive a small profit.  
• Cost recovery is an important aspect within the Department
• Those Divisions with lower or no cost recovery focus on the quality-of-life 

aspect by providing necessary community services. 
Example: Parks Maintenance

SUMMARY OF EXPENSES
AND REVENUES
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• The revenues collected 
by the Community 
Recreation Department 
account for a total of 
3.5% ($8,742,400) of 
revenues collected by the 
City of Coral Gables. 

SUMMARY OF EXPENSES
AND REVENUES
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• The cost of the Department’s core services greatly depend on:
• Salaries for both full and part time personnel & associated benefit costs.
• General operating expenses 
• Capital outlay for equipment additions or replacement 

• The Department measures the head count of full time and part time personnel 
as they are an essential component and the driving force behind all 
recreational programs and initiatives.

COST OF CORE SERVICES
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• Department revenues: 
$8,742,400

• Department budgeted 
expenditures: 
$16,380,826

• True departmental 
operational cost: 
$7,638,426

• Averages to a 61% 
departmental cost 
recovery model.

COST RECOVERY
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• The Community Recreation Department adheres to several operating 
standards: 

• City’s Employee Rules & Guidelines
• Labor Agreements
• Administrative and Divisions Specific Policies & Procedures 
• City Code – Find on Municode
• City Ordinances
• Any other City, State, or Federal Laws 
• The Department has various employee manuals for each position.  
• Each division has their own set of additional operating standards that 

govern their specific scope of work or facility type.

OPERATING STANDARDS
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• The Community Recreation Department maintains an inventory of:
• All facilities and neighborhood parks 
• Asset inventory of equipment valued over $1,000 
• The Community Recreation Department also maintains Level of Service 

(LOS) inventory maps to measure the walkable parks and greenspaces in 
the City and identify the deficient areas in need of additional land 
acquisition.

OPERATING STANDARDS
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• Each fiscal year the Community Recreation 
Department makes its requests to the 
Commission, City Manager and Budget staff 
with the requests and identified needs for new 
land and park acquisitions or new park and 
facility developments on existing land.  

• What is unique to the Capital Improvements 
Plan for this Department is the 5-Year funding 
matrix for existing park and facility 
infrastructure.

CAPITAL IMPROVEMENT NEEDS
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CITY OF CORAL GABLES
STRATEGIC PLAN

Mission:
To honor our history by 

providing exceptional services 
that enhance the quality of life 

for our community. 

Vision: 
A world-class city with a 

hometown feel. 



CITY OF CORAL GABLES
STRATEGIC PLAN

Values: 
Governance with integrity- making ethical and wise 
choices with guided thought and transparency 
Aesthetics - preserving and enhancing the beauty of our 
city 
Balanced - considering all interests: residents, businesses, 
and workforce; celebrating diversity; being fair and 
equitable 
Learning - inspired by our history, committed to 
excellence and innovation for our future 
Exceptional service - being accessible, accountable, and 
respectful - exceeding expectations with pride 
Sustainability- stewardship of all resources: people, 
finances, facilities, and the environment 



Trivia 
Question #4

WHAT YEAR WAS THE CITY 
OF CORAL GABLES 

INCORPORATED? 



Correct Answer 
to Question #4

1925



Implementation 
Strategies



MARKETING STRATEGIES

• Print Media
• Posters, Flyers, Brochures & Door 

Hangers
• Multimedia & Social Media

• E-NEWS & RecNews
• Facebook – various pages
• Instagram - various pages
• Nextdoor – various pages
• Twitter – City page
• LinkedIn – City page
• YouTube Channel
• Coral Gables App

https://conta.cc/3HgFw2r




PRICING STRATEGIES

• Fee Assessment Categories
• Public Based Services - Open spaces, 

playgrounds, trails, parks and recreation 
sponsored programs that generate public 
awareness and positive public relations.

• Private Based Services - Picnic areas, 
tennis, aquatics, and parks and recreation 
sponsored activities such as pre-school 
instruction, youth programs and senior 
citizen activities.

• Merit Based Services - Facility rental, 
specialized instruction and services.



PRICING STRATEGIES

• Pricing Determinants for Cost Recovery
• Direct Costs - expenses which are incurred in 

conducting the program or operating the 
program or activity

• Fixed Costs – costs to the program which 
would be incurred regardless if the program 
or activity where to take place.

• User Fees By Type
• Member
• Resident
• Non-Resident

• 5 Year Fee Plan – 2.5% increase



ORGANIZATIONAL NEEDS
• Budget Input

• 100% Budget Adjustments
• New Need Submission Packages
• New Need CIP Packages
• Budget Cut Exercise Scenarios

• Implementation Priorities
• Commission mandates
• City Manager mandates
• Ongoing maintenance 
• Items associated with the Strategic Plan
• Community driven 
• Revenue driven



15 Minute 
Break



Leadership
Workshop



Leadership

Complete your 
transformational 
leadership survey



Leadership

Are you a 
transactional or 
transformational 

leader?



Transformational Leadership 
Inventory 

o Purpose: The purpose of this questionnaire is to determine 
which style of leadership you intend to use, transformational 
or transactional. 

o Transformational Leadership (Identifying and Articulating a 
Vision): Identifying new opportunities for a leader's 
unit/division/company, and developing, articulating, and 
inspiring others with a vision of the future. 

o Transactional Leadership (Contingent Reward): Promising or 
delivering rewards to followers, contingent on their 
performance. 



Leadership

What makes me a 
good leader?



Hard Skills vs. Soft Skills

o In groups discuss the difference between hard skills and soft 
skills as they relate to the job of a leader.

o What are the pros and cons for each?
o Draw out a table with the pros and cons for each.



Hard Skills vs. Soft Skills

o Identify five top hard skills you think are necessary to be an 
excellent leader.

o Identify five top soft skills you think are necessary to be an 
excellent leader.



Let’s look at how we can 
become better leaders.

Be vulnerable…

• Builds trust
• Shows authenticity
• Makes you relatable & human
• Demonstrates to your team that you can accept feedback
• Importance of Trust

• Foundation to EVERY & ANY relationship
• Lack of trust prevents deep connections



Let’s look at how we can 
become better leaders.

Be hungry…

• Strong work ethic
• Embrace hard work & consistency
• Eager to contribute



Let’s look at how we can 
become better leaders.

Be confident but humble…

• Humility: 
• Little ego; more focused on others than yourself
• Not greater than others BUT do not discount talents & contributions

• Confidence: 
• Firm belief & trust
• Self assurance



Let’s look at how we can 
become better leaders.

Be an excellent communicator…

• Ability to express yourself
• Listen & respond to others
• Attention & intention
• Understanding & responding within the person’s frame of 

reference
• It can be your “Superhero” power

• It can determine the kinds of relationships we form
• Essential to leadership
• Forms bonds of trust



Let’s look at how we can 
become better leaders.

Be accountable and have ownership…

• Accountability:
• Follow through
• Holding others accountable

• Ownership:
• Internal focus of control
• Focused on what I can do/what’s under MY control



Let’s look at how we can 
become better leaders.

When accountability is absent…

• Low standards are the norm
• No pressure to grow/reach potential
• No one leads
• Extra pressure on leader
• Resentment builds
• Organizations fall apart



Let’s look at how we can 
become better leaders.

Be committed to your team…

• Clear direction & priorities
• Aligned around the mission
• Make mistakes, learn, move on
• Seize opportunities
• Adapt
• Contingency Plan



Let’s look at how we can 
become better leaders.

Be emotionally intelligent…

• Self awareness – allows you to change the course as needed
• Self control/regulation
• Motivation to listen & understand
• Empathy 
• High level of consciousness outside self
• Understanding of “appropriate”



Let’s look at how we can 
become better leaders.

Be mindful of life balance…

• Take Back Your Time
• 1. Decide what matters
• 2. Stop doing what doesn’t matter
• 3. Create a schedule that reflects what matters
• 4. Protect what matters
• 5. Be present for what matters



Let’s look at how we can 
become better leaders.

Be a lifelong learner…

• The power of reading
• Stimulates memories
• Expansion of knowledge & perspective
• Exercise for our brain
• Improves focus & analytical ability
• Inspires & motivates
• Connects
• Provokes thought & problem solving



Let’s look at how we can 
become better leaders.

Be happy and grateful…

• Contentment: Peacefulness, happiness, & satisfaction (lack of 
envy)

• Joy: Great pleasure, rejoicing;
• Gratitude: thankful, appreciative, feelings of warmth, kindness 

& generosity 



Let’s look at how we can 
become better leaders.

Be kind and generous…

• Kindness: 
• Friendly, generous, courteous
• Understanding, showing compassion
• Considerate & helpful
• Being human

• Generosity:
• Open hand
• Can be shown through time, talent & treasure



In Review
EVERYONE IS A LEADER

o No matter what your title is or what role you play in a 
company, everyone is a leader. 

o A leader just isn’t some title. 
o A leader is a role model. 
o A leader is someone who leads through the good times AND 

the not-so-good times. 
o A leader is someone who helps. 
o A leader is someone who doesn’t believe they are above the 

team. 
o A leader is someone who accepts responsibility. 
o A leader isn’t just a title you wear on a name badge. 
o Leadership is something that is earned, and you must 

constantly work at it.



Policies & Procedures



POLICIES & PROCEDURES

• Do we have them?
• What are they?
• Where can you find them?

• City webpage: 
www.coralgables.com

• Intranet: City of Coral Gables 
Personnel Rules & Regulations –
Human Resources

• Department Policies & Handbooks: 
Parks Drive

http://www.coralgables.com/
http://sharepoint/Intranet/HRIntranet/Personnel%20Rules%20and%20Regulations/Forms/AllItems.aspx
http://sharepoint/Intranet/HRIntranet/Personnel%20Rules%20and%20Regulations/Forms/AllItems.aspx
http://sharepoint/Intranet/HRIntranet/Personnel%20Rules%20and%20Regulations/Forms/AllItems.aspx


PERSONNEL
INVOLVEMENT & INPUT

• Administration will provide opportunities for staff to 
provide input on all matters pertaining to Parks and 
Community Recreation Operations.  These opportunities 
will occur at a minimum in these instances:

• Annual Meeting
• Annual Leadership Retreat
• Leadership Workshops
• Monthly Supervisor Meetings
• Division Specific Monthly Part-Time In-Service Trainings
• One-On-One Meetings
• On-going Development Conversations



PERSONNEL
INVOLVEMENT & INPUT

• Budget Recommendations:  Staff will have opportunities to 
submit budget recommendations through the Eden Decision 
Package process.  Each staff will have the opportunity to 
provide new budget requests to their immediate Supervisor.  
The Supervisor will then input the request into the Eden 
system with the assistance of the Administration.

• Each request must include:
• The justification for the request
• The amount of funding needed
• Anticipated revenue 
• Related costs (including benefits, FICA for staff additions)
• Duration of needed funds



Master Plans 
& Future Planning



COMMUNITY RECREATION
AND WAR MEMORIAL YOUTH

CENTER MASTER PLAN
UPDATES

City of Coral Gables 
Community Recreation
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COMMUNITY RECREATION MASTER PLAN
QUICK REVIEW

• The Community Recreation Master Plan and the War 
Memorial Youth Center Master Plan were adopted by the 
City Commission on September 28, 2021. 
coralgables.com/communityrecreationmasterplan

• The purpose of the plan is to provide staff with a roadmap of 
project priorities for its facilities, parks and open spaces for 
the next 10 – 15 years.

• A sunshine meeting was held on Thursday, Feb. 24, 2022, to 
discuss the phasing and funding of the plan using a 
referendum option through general obligation bonds. 

• Currently funding is contingent upon CIP budget funds and 
impact fees until future discussion can be held to discuss 
additional funding opportunities.

https://www.coralgables.com/communityrecreationmasterplan
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COMMUNITY RECREATION MASTER PLAN
LEVEL OF SERVICE

 Acreage: 5.24 Acres /1,000 residents.

 260 acres of City-managed parks, 49,700 residents.

 Facilities: Coral Gables has a surplus of basketball courts, tennis 
courts, and soccer fields when compared to SCORP LOS figures. 

 Access to neighborhood parks is experiencing gaps in the southern 
part of the City but is balanced by larger preserves and greenspace 
not available in the northern, more urban areas.

 Every home should be within a 10-minute walk of a meaningful 
open space.

10-minute walk
20-minute walk
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COMMUNITY RECREATION MASTER PLAN
EXISTING RATINGS

 High level of maintenance.
 Most sites clean and free of litter, with a feeling of perceived 

safety.
 Parks make a good impression. 
 Most parks and facilities provide a high level of comfort.

SUCCESSES

OPPORTUNITIES
 Enhance neighborhood access.
 Wayfinding and signage standards.
 Consistent application of design standards.
 Improvement in environmental sustainability, awareness, and 

education.
 Light touches and refreshments for functionality and comfort.
 Many improvements currently completed or underway!
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COMMUNITY RECREATION MASTER PLAN
NEEDS & PRIORITIES SUMMARY

 Maintain and enhance existing parks and facilities.

 Improve safety and security in parks and nearby areas.

 Provide new walking and biking trails.

 Improve communication between the parks and recreation 
department and the community.

 Promote equitable access to parks through enhanced 
connectivity and walkability.

 WMYC

 Expand athletics and program offerings.

 Increase participation capacity.

 Improve access to the center.
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COMMUNITY RECREATION MASTER PLAN
VISION SUBSYSTEMS

 The Vision for the CRMP is build around a 
set of five subsystems that were 
established to help guide the development 
of the parks and facilities across the 
system.

 The guiding principles and vision 
recommendations for each of these 
subsystems are intended to guide the parks 
and recreation system over the next 10 
years.
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COMMUNITY RECREATION MASTER PLAN
FUNDING AND PHASING – WHY?

• While parks and recreational activities 
have always been viewed as “quality of 
life”, current conditions have brought 
forth the importance of parks and 
facilities as a vital component for health 
and well-being.  

• Whether it is for physical health from 
exercise and athletics or mental health 
benefits from nature and socialization, 
our parks and facilities are now more 
vital than ever.   
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COMMUNITY RECREATION MASTER PLAN
FUNDING AND PHASING – FUTURE FUNDING OPTIONS?

• The completion of the master plan will 
require approximately $160 million 
through different funding phases.  

• The required funds are not available within 
the current City budget.  

• A bond would provide a mechanism to 
attain these funds over the implementation 
period of the master plan. 
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COMMUNITY RECREATION MASTER PLAN – COMPLETED

COMPLETED

Salvadore 
Park

Maggiore 
Park

Lamar Louise 
Curry Park

Pierce 
Park

Catalonia 
Dog Park

Solano 
Prado
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COMMUNITY RECREATION MASTER PLAN

COMPLETE - DESIGN COMPLETE & COMING SOON

Salvadore 
Dog Run

Venetian 
Pool
Cafe

Granada 
Pro Shop

Ponce Circle 
Park

Granada 
Diner

Merrick 
Park
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COMMUNITY RECREATION MASTER PLAN

CONCEPT DESIGN COMPLETE - COMING SOON

Blue Road
Open Space

Toledo & 
Alava Park

Cooper 
Park

Nellie 
B Moore

Phillips
Park

Venetian 
Pool

Vessel
Repairs



Community Recreation Department  | www.CoralGables.com  |  ParksProjects@CoralGables.com

PH
IL

L
IP

S
PA

R
K

C
O

N
C

E
PT



ADA Transition Plan 
Updates



The City of Coral Gables, Florida (the “City”) welcomes individuals with 
disabilities (residents and visitors). The City is committed to complying with 
Title II of the Americans With Disabilities Act (“ADA”) and related laws, and 
to fostering the principles of inclusion for individuals with disabilities in all 
aspects of the City’s activities, programs and services and beyond.



The City’s Transition Plan is developed in accordance with Title II of the 
ADA, Chapter 11 of the Florida Building Code (“Florida Accessibility 
Code”) and related laws. The City has evaluated its physical facilities and 
their adjacent public rights-of-way to identify the modifications necessary to 
meet the applicable accessibility requirements
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ADA TRANSITION PLAN UPDATES

ADA Department Improvement Projects:

• Merrick Park ADA Walkway and 
furnishings.

• Coral Gables Golf & Country Club 
ADA site audit and respective 
improvements.

• Pierce Park renovation to include 
ADA entrances, walkways and 
furnishings.



Records Disaster Mitigation and 
Recovery Plan Update
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RECORDS DISASTER MITIGATION AND RECOVERY PLAN

• Emergency Management Hurricane Plan:

• Updated Critical Incident Staffing Chart
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RECORDS DISASTER MITIGATION AND RECOVERY PLAN

• CGIT Business Continuity Plan:

• Revised in 2022 by IT Department



Trivia 
Question #5

WHAT TWO LIFE ALTERING 
EVENTS BROUGHT ON THE 

DECLINE OF GEORGE 
MERRICK AND THE 

BANKRUPTCY OF CORAL 
GABLES?



Correct Answer 
to Question #5

THE GREAT DEPRESSION & 

THE HURRICANE OF 1935



INFOR
Transition
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INFOR CLOUDSUITE - NEW ERP

• Timesheet
• Payroll
• Time Off 

Approval
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INFOR WFM 
MOBILE WEB

VIEW

• View Your 
Profile

• Time Off
• Schedules
• Timesheets
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INFOR WFM 
TIME SHEETS



In-Service Training



ANNUAL IN-SERVICE
TRAINING REVIEW

• Law Enforcement & Active Shooter Training
• Emergency Procedures
• Safety Training Handbooks
• Customer Service Training
• Maintenance Standards
• Positive Work Environment & Ethics



LAW ENFORCEMENT
TRAINING
• DEPARTMENT & FACILITY SAFETY PLANS

• Know your Facility Safety Plans
• FACILITY BUILDING PLANS

• Know your entry points – limit to a single point of entry
• Know your emergency exits for evacuation & fire drills

• MONITOR ENTRY & EXIT POINTS
• Keep doors looked from exterior access

• CAMERA SURVEILLANCE
• All public areas should be monitored, including fields and 

parking lots.
• INTERCOM COMMUNICATION SYSTEMS

• All facilities should be equipped with an intercom button as 
well as a landline phone to alert the administrative office 
and/or police department of any critical incident.



LAW ENFORCEMENT
TRAINING

• EMERGENCY NOTIFICATION SYSTEM
• All facilities should have an emergency notification 

system to effectively communicate with parents/patrons 
in the event of a critical incident. 

• This will be used to keep parents updated on relevant and 
important information.

• Aftercare example – Procare App
• IDENTIFICATION BADGES

• It is advisable that all staff and participants wear picture 
identification badges.

• They should be visible at all times.



LAW ENFORCEMENT
TRAINING

• ACTIVE SHOOTER DRILLS
• All facilities should conduct active shooter drills at least 

as often as other emergency drills, but never less than 
once a year.

• DEFIBRILLATOR AND “STOP THE BLEED” KIT(S)
• All facilities are equipped with a defibrillator and “Stop 

the Bleed” kits. These items should be placed together in 
a visible area and be available to everyone.

• All staff should be CPR certified and properly trained in 
the use of a defibrillator and “Stop the Bleed” kit(s).



LAW ENFORCEMENT
TRAINING

• ACTIVE SHOOTER
• RUN
• HIDE
• FIGHT

• Play Surviving an Active Shooter Event Video

http://www.bing.com/videos/search?q=run+hide+fight&&view=detail&mid=FC6E8698ED0465742746FC6E8698ED0465742746&&FORM=VRDGAR


LAW ENFORCEMENT TRAINING:
POTENTIAL ATTACK INDICATORS
• Individual Behavior Indicators:

• Socially isolated,
• Threats of violence against others,
• Unsolicited focus on dangerous weapons,
• Unstable emotional responses,
• Intense anger and hostility,
• Loss of significant relationships,
• Feeling either arrogant and supreme, or powerless,
• Expressions of paranoia or depression,
• Increased use of alcohol or drugs,
• Depression or withdrawal,
• Talk of suicide,
• Increased absenteeism.



LAW ENFORCEMENT TRAINING: 
POTENTIAL ATTACK INDICATORS
• Surveillance Indicators:

• Persons attempting to gain access into the facility or who are 
located in the building with no legitimate purpose,

• Persons using or carrying video/camera/observation 
equipment in or near the facility over an extended period, 

• Persons parking, standing, or loitering in the same area over 
a multiple-day period with no apparent reasonable 
explanation,

• Persons excessively inquiring about practices pertaining to 
the facility and its operations,

• Persons observed or reported to be observing facility receipts 
or deliveries,

• Threats by telephone, mail, or e-mail and/or increase in 
reports of threats from known reliable sources,

• A noted pattern of false alarms requiring a response by law 
enforcement or emergency services.



LAW ENFORCEMENT TRAINING: 
POTENTIAL ATTACK INDICATORS

• Imminent Attack Indicators:
• Reports from staff about a coworker threatening violence 

that includes specific dates/times/locations/targets,
• Suspicious persons in crowded areas wearing unusually 

bulky clothing that might conceal explosives,
• Unexpected or unfamiliar delivery trucks arriving at the 

facility,
• Unattended packages (e.g., backpacks, briefcases, boxes) 

or suspicious packages and/or letters received by mail,
• Vehicles approaching the facility at an unusually high 

speed or steering around barriers and traffic controls.



LAW ENFORCEMENT TRAINING: 
POTENTIAL ATTACK INDICATORS

• Surrounding Area Indicators:
• An increase in reporting of buildings being left 

unsecured or doors left unlocked, when they are 
normally secured and locked at all times,

• Theft or unauthorized possession of employee 
identification cards, uniforms, or security 
communications,

• Unfamiliar contract workers attempting to access 
unauthorized areas,

• Unusual or unexpected maintenance activities (e.g., road 
repairs) near the facility,

• Sudden increases in power outages designed to test the 
backup systems or recovery times.



LAW ENFORCEMENT
TRAINING

• “SEE SOMETHING, SAY SOMETHING”
• All facilities should initiate “See Something, Say 

Something” protocols for staff and patrons. The “See 
Something, Say Something” campaign benefits everyone 
by bringing suspicious behavior to the attention of law 
enforcement.

• Reporting suspicious behavior could potentially stop the 
next terrorist incident. “Even if you think your 
observation is not important, it may be a piece of a larger 
puzzle.”

• Participants are provided with parent handbooks that include 
safety protocol and prevention information so that they are 
included as part of the security team.



LAW ENFORCEMENT
TRAINING

• FIRST RESPONDER ACCESS TO THE FACILITY
• The Coral Gables Police and Fire Departments have 24-

hour access to all facilities in the event of an emergency. 
• After hours this may be accomplished with access to a 

traditional key or code via a building lock box.
• IN-TELLIGENT APP

• By downloading and registering with the In-telligent app, 
you will receive public safety alerts from the Coral 
Gables Police Department. 

• The app can be downloaded from the Apple iTunes Store 
or Google Play Store.



LAW ENFORCEMENT
TRAINING

• BASIC INCIDENT RECOVERY
• Assemble a Crisis Intervention Team (cit) and assess 

emotional needs of staff, students, facilities, and 
responders.

• Keep students, families, and the media informed.
• Return to business as quickly as possible
• Provide stress management as needed
• Restore infrastructure
• Evaluate & make recommended changes



LAW ENFORCEMENT TRAINING: 
EMERGENCY CODES



LAW ENFORCEMENT TRAINING: 
EMERGENCY CODES



LAW ENFORCEMENT TRAINING: 
P&R SAFETY HANDBOOKS

• City Safety Manual
• Risk Management Plan
• Vehicle Safety Manual
• Playground Safety Manual
• Golf Grounds & Maintenance Safety Manual
• Emergency Procedures – Guest Services, Counselors, 

Park Rangers and Lifeguards
• Emergency Contact Flowchart
• Workers Compensation 



Trivia 
Question #6

WHAT IS THE WEBSITE 
ADDRESS FOR THE 

COMMUNITY RECREATION 
PAGE?



Correct Answer 
to Question #6

GABLESRECREATION.COM



Providing 
Exceptional 

Customer Service
10 Tools To Create An 

Exceptional Guest Experience



Service 
Matters To 
Our Guests…



Employee Investment:
Our employees are your 
business ambassadors…and 
our brand!

#1 Recruitment 
& Training



While we traditionally hire for hard 
skills…look to hire for soft skills instead.

Hire for attitude and train for skills!

#1 Recruitment 
& Training



Train, Train & Train again!

• Onboarding 

• Employee Manual 

• Ongoing Training & In-Services

• Development & Growth Opportunities

#1 Recruitment 
& Training



Breakout
Assignment:

Discuss amongst your group 
what type of soft skills you 

look for during the 
recruitment process.

#1 Recruitment 
& Training



An employee’s smile may be the most 
significant part of a transaction.

Did you know that Smiling while speaking 
can change the tone in your voice?

#2 Smile…
Back to the Basics



An initial smile may set the tone for the 
remainder of the transaction!

Plus, happy employees are proven to be 
more productive employees.

#2 Smile…
Back to the Basics



Let’s be clear: service with a smile isn’t 
forced on employees. 

It should be a natural consequence of an 
organization that understands how to 
support and empower its employees.

#2 Smile…
Back to the Basics



The key to achieving customer happiness, as 
in customers who want to do business with 
you again and again, is to focus on 
employee happiness first.

#3 Happy 
Employees = Happy 

Customers



Did you know that a happy staff improves employee 
engagement & retention!

And the longer a staff member stays the more knowledgeable 
they become of the organization and its services – resulting in 
better quality interactions with your customers.

#3 Happy 
Employees = Happy 

Customers



So what can you do to keep your employees happy?

• Provide meaning to their job

• Show your employees they are supported…from the top down

• Create a fun work environment

• Provide recognition and feedback

#3 Happy 
Employees = Happy 

Customers



When you are within ten feet of a customer you attempt to make 
eye contact and smile to greet the approaching patron. 

#4 10/5 
Greeting Rule

Popular practice in the hospitality 
& service industry.



When you are within five feet, you acknowledge them verbally with a 
“Hello,” “Good Morning/Afternoon/Evening”.

Use the customer’s name after it’s been given whenever the 
opportunity arises.

#4 10/5 
Greeting Rule

HELLO ERIC GOOD 
MORNING



#4 10/5 
Greeting Rule

10 FEET 6 FEET

Give it a try with a physical 
distancing twist:

Greeting at 10 feet
Greeting at 6 feet

Physical Distancing



Customer needs are the named and unnamed needs your customer 
has when they come into contact with your business, your 
competitors, or when they search for the solutions you provide. 

#5 Identify 
Customer 

Needs



All customers have two needs: A service and a psychological need. 

To identify the needs of your customers, solicit feedback from your 
customers at every step of your process.

#5 Identify 
Customer 

Needs



Top 6 Basic Customer Needs:

• Friendliness

• Understanding & Empathy

• Fairness

• Control

• Options & Alternatives

• Information

#5 Identify 
Customer 

Needs



Verbal communication is done through intentional and unintentional 
phrasing.

Verbal communication can be transmitted through both spoken and 
written words.

#6 Verbal & 
Non-Verbal

Communication

Verbal 
Communication



Nonverbal communication is done through intentional and 
unintentional actions.

Nonverbal communication refers to signals transmitted through 
facial expressions, posture, eye contact, gestures, tone of voice, body 
language, and other ways.

#6 Verbal & 
Non-Verbal

Communication

Nonverbal 
Communication



Breakout
Assignment:

Let’s share 
some stories in which 

unintentional actions lead to 
some disastrous outcomes? 

And how could they have been 
prevented?

#6 Verbal & 
Non-Verbal

Communication

Be mindful of your 
unintentional phrasing 
and actions.



Why approach:  Staff needs to be trained to know the rules and why 
they need to be enforced.

Patrons are more receptive to comply with a rule if you take the 
educational approach.

Most patrons will follow the rules once they are understood.

#7 Handling 
Enforcement



Enforcement should always be firm with fairness and courtesy.

Enforcement should be appropriate for the age of the patron.

#7 Handling 
Enforcement



Warnings should be given in a professional manner ending in 
“please” and “thank you”.

Refer patrons to a Supervisor, signage or documentation to increase 
understanding of rules.

#7 Handling 
Enforcement



Reactions are personal…do not take things personally!!!

Always respond and don’t react.

Professionals act professionally whether they feel like it or not.

#8 Respond…
Don’t React



How to Respond:

The main thing to learn is mindfulness and the pause.

Mindfulness means watching ourselves when something happens that might 
normally upset us or trigger some sort of emotional reaction. 

Pay close attention to how our minds react.

#8 Respond…
Don’t React



The Pause:

We don’t have to act immediately…we can pause, not act, breathe. 

Sometimes that takes a few seconds, other times it means we should 
remove ourselves politely from the situation and let ourselves cool down 
before we respond.

#8 Respond…
Don’t React



When dealing with an angry guest or customer 

always take the LEAD!

#9 Take the 
LEAD



Listen

Empathize

Apologize

Do something or Direct to someone who can

#9 Take the 
LEAD



Let’s run through a customer scenario.

#9 Take the 
LEAD



#10 The Exceptional 
Customer Service 

Model

Exceptional
Service

Be 
Respectful

I am courteous 
and friendly.

Be 
Accountable

I solve problems and 
follow through on my 

commitments.

Be 
Accessible

I am available and 
strive to be helpful.



Breakout
Assignment:

Put yourself in your guest or 
customer’s shoes. 

What is the first thing you want 
them to experience when they 
approach you or your facility 

and business?

#10 The Exceptional 
Customer Service 

Model

Accessible means being 
available and being responsive 
to guests.

Responsiveness is created 
through a positive first 
impression…. 



Respectful means using engaging customer service language

that shows respect for our guests.

#10 The Exceptional 
Customer Service 

Model

Develop your Customer 
Service Model:

How can you ensure that 
you have an effective and 

respectful communications 
model in your organization?



Tips for Respectful guest communications:

Personalize the interaction:

Personalize the experience right from the start. It’s important to 
introduce yourself and address the customer by name.

Avoid negative phrases:

Avoid words such as “can’t” or “don’t”. Offer to find the solution with 
determined, positive language. 

Use positive language with a touch of empathy:

Use positive phrases such as “I can,” “I will,” and “I understand” to 
connect with guests. 

#10 The Exceptional 
Customer Service 

Model



Tips for Respectful guest communications:

Listen closely and avoid interrupting the guest:

Always welcome guests to explain their issues in full before providing 
solutions. Don’t Interrupt: Interrupting a guest implies a lack of 
respect or empathy for a problem.

Make communication clear and concise:

Guests want thorough answers, but they also value their time. 
Therefore we need to remember that one aspect of effective 
customer service communication is keeping the exchange fairly 
concise and always relevant, whether it is verbal or written. 

#10 The Exceptional 
Customer Service 

Model



Accountable means quickly solving problems and providing 

accurate information to the guests. 

Take ownership of problems and ensure satisfaction.

#10 The Exceptional 
Customer Service 

Model
What opportunities do you 

have for demonstrating 
accountability?



How to take ownership…

Follow-up within a specific time frame:

Tell the guest what to expect and ensure that they perceive it as responsive.

Delays explained before guest has to ask:

Don’t wait for the guest to inquire about timing, reach out and let them know about any 
delays in the process.

Sundown Rule:

Before the sun sets, problems/issues will be cleared up, emails and phone calls returned.

#10 The Exceptional 
Customer Service 

Model



#10 The Exceptional 
Customer Service 

Model

Exceptional
Service

Be 
Accessible

Be 
Accountable

Be 
Respectful

I am available and 
strive to be helpful.

I solve problems and 
follow through on my 

commitments.

I am courteous 
and friendly.
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WORK ENVIRONMENT & ETHICS:

• Sexual Harassment Training
• Leave the locker room talk at home
• How to handle sexual harassment in the workplace:

• Identify unwanted behavior
• Report to a Supervisor
• Report to Human Resources

• Gift Policy
• Gifts with monetary value cannot be accepted at any time
• Alternate options: thank you letter/card or baked goods for the team/office
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Announcements
Annual Picture

Q&A

The End
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