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Forward
A Message from the IAVM Certification Board

The Certification Board of the International Association of Venue Managers
(IAVM) is proud to present the first scheduled review of the Certified Venue
Professional (CVP) Competency Standards.

In keeping with international testing standards, CVP Competency Standards will
henceforth be updated every five years through a job analysis study and consultation
with Subject Matter Experts — current CVPs practicing the profession daily, as well
as with industry-related academics. This will continue to be a significant
undertaking that reflects our commitment to ensuring that the IAVM CVP
Competency Standards remain current, reliable, and relevant to the venue
management profession.

The CVP Competency Standards document aligns with the Certification Board’s
mandate to establish standards and procedures and to develop, maintain and monitor
the evaluation and testing procedures and the criteria used by the Certification Board
to evaluate each candidate’s qualifications for receiving a professional certification.
Further, it will help to ensure the foundation of the CVP program continues to be
aligned with that of the Certified Venue Executive program.

Regardless of where you are in your venue management career, these CVP
Competency Standards can serve as a framework to help guide your preparation for
professional certification, certification renewal, or ongoing professional
development. We wish you much success in pursuing a career as an accomplished
and proficient venue professional.
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History

Certified Venue Professional Program

The Certified Venue Professional (CVP) program was launched in 2015 by IAVM to
recognize the competence of middle to senior level managers of public assembly venues
as well as assist in creating a professional development road map.

The CVP program saw its first awardees in 2016. The program was developed through the
engagement of psychometric consultants along with extensive consultations with member-
led focus groups and subject matter experts (SMEs). At the core of the program
development was the Certified Venue Professional Competency Standards.

The primary purpose of the voluntary certification program is to provide additional
incentives for professional improvement in public assembly venue management, to assure
recognition for those who attain certain specific standards, and to lead toward the
development of a full professional status in the field of public assembly venue
management.

It is not the purpose of the certification program to determine who shall or shall not engage
in the management of public assembly venues. It is recognized that many who are
successfully engaged in public assembly venue management are not interested in applying
for certification. The primary purpose is to encourage professional development and to
recognize achievement.

The CVP designation says three important things about an individual: he or she is a capable
professional, is committed to the industry, and is pledged to continued professional growth
and development. Venue professionals who earn the CVP designation are recognized, by
those inside and outside the industry, as skilled in their profession.

In October, 2020, the Certification Board unanimously approved the CVE Validation
Project and the development of the Certified Venue Executive Competency Standards. As
a logical extension to that project, the mandate of the Task Group was expanded to include
this review of the original CVP Competency Standards.
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Recognition for Certified Venue Professionals

Certified Venue Professionals (CVPs) are recognized professionals in middle to
senior level management positions of public assembly venues. IAVM staff, outside
consultancy and venue industry professionals have worked diligently to develop the
best practices and a body of knowledge that is the foundation of the Venue
Professional Competency Standard.

There are two steps to certification; first, the application process, which includes
submittal of a professional reference, and secondly, a successful passing score on
the written examination. The certification examinations are built directly from the
certification standards following generally accepted testing principals. Specifics and
detailed information regarding the certification program can be found on the [AVM
website: www.iavm.org/certifications.

Why the CVP Program?

e Develops a standard of professionalism for public assembly venue
professionals and the International Association of Venue Managers.

e C(reates a learning process that assists the candidate in understanding the
diversity and depth of information that led to the creating of the venue
management profession.

e Helps the candidate categorize and evaluate their professional experience.

e May increase the value (salary and position) of the job that the candidate
currently holds and potential future jobs.

e Creates a feeling of self-worth and self-esteem to those who successfully
complete the program.

e Validates the successful recipient as an extremely knowledgeable and
experienced public assembly venue manager.

e Potentially leads to the candidate earning his or her Certified Venue
Executive (CVE) designation.
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About Certified Venue Professionals

The Venue Professional Competency Standards applies to professionals in middle
to senior level management positions of public assembly venues. There is a broad
range of job titles depending on their specific function, skills, and range of tasks.
This is particularly true when comparing venues of different sizes; a large venue
may use the term “supervisor” while a small venue may use the term “senior
manager” for someone performing a similar job.

Mid-level managers are versatile. In larger venues, mid-level venue managers are
usually responsible for a specific function or operational area (e.g. sales, event
management, box office), and are able to fulfill various roles or responsibilities as
needed. In smaller venues, mid-level venue managers may also have executive-level
responsibilities. Mid-level managers are usually part of the management team and
report to senior executives.

Venue professionals use a number of titles to describe their day-to-day activities,
such as director, manager, supervisor, coordinator, or assistant manager/director.
The range of titles reflects an occupation in which practitioners have a strongly
defined core set of responsibilities and a highly variable set of secondary
responsibilities. The most common title for mid-level manager is usually “manager
of”, or “director of”, reflecting their responsibility for a specific area or department.
While all venue professionals carry out their core responsibilities, one may have
tasks associated with frontline operations and another may commonly take on
executive level responsibilities. This reflects both the diversity within the
occupation and the fact that mid-level professionals are often moving up in their
organization’s hierarchy.
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Common Titles of Mid-Level Venue Professionals:

Manager Director
Coordinator Assistant Director/Associate Director
Technical Director Senior Events Manager
Event Management Supervisor Guest Experience/Services Manager
Assistant General Manager Event Coordinator
Event Manager/Assistant Event Manager Director of Event Booking
Operations Manager Production Manager
Concession & Retail Manager Ticket Operations Manager
Banquet & Concessions Manager Technical/IT Manager

Expertise of Mid-Level Venue Professionals:

Responsible for a department or specific function within a venue

Take on other responsibilities when required

Engage in a particular set of operational tasks on a day-to-day basis

Have mastered the skills associated with frontline work and can interact with
higher level management

Provide significant input into policy decisions but do not necessarily make the
decisions

Execute the goals set by senior managers

Act as a conduit between frontline staff and executives

Successfully interact with other departments

Make decisions within their area or department without the need for approval
Make decisions that affect many people and the work they do

Understand how their decisions affect overall operations of the venue
Manage staff performance

Interact with frontline staff and clients on a day-to-day basis
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Work Environment:

Venue professionals work in a variety of environments. Their venue may hold a few
hundred attendees, or seat tens of thousands of people. Venues may be owned and
managed by governments, private companies, municipalities, non-profit
foundations, sports organizations or academic institutions. The venue may be
independent, or part of a larger organization operating many similar or unrelated
types of venues. Venue professionals work in:

Amphitheaters Expositions Venues
Arenas Fairgrounds
Auditoriums Fine Arts/Performing Arts Centers
Civic Centers Racetracks
Coliseums Special Event Venues
Complex of several venue/venue types Stadiums/Ballparks
Conference Centers Student Union Centers
Convention/Congress Centers Trade Show Venues

The mid-level role requires venue professionals to specialize in particular knowledge
and skill areas, but to also be generalists with respect to knowledge of their venue.
Examples of specializations within the field of venue professional include
operations, events, box office, sales and marketing, security, client services, guest
services, finance, human resources, event operations/production, food and beverage,
and hospitality. This profile describes the core functions of venue professionals in
both general and specialized roles.
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Competency Standards Overview

Competency Standards:

Industries and governments are increasingly using competency standards to define
the qualifications essential for individuals to practice in a profession or discipline.
They demonstrate that a person has attained professional excellence and continues
to maintain the high standards of their profession. Competency standards, when
recognized nationally and/or globally, can form a crucial component in assisting in
the mobility of skilled labor. Potential employers can feel confident in the level of
competencies a candidate for employment claims to have and that the individual is
suitably qualified. As well as gaining the qualifications, professionals are usually
required to continue to maintain or improve their level of competency by pursuing
approved continued development opportunities.

It is important to remember that competency, which is the ability to apply knowledge
and skills to produce a required outcome, is defined by a set of standards representing
the attainment level. These sets of standards are called competency standards. The
benefits of competency standards are that they can test the effectiveness of training,
improve recruitment, identify training gaps, and improve efficiency, productivity,
worker safety, and employee retention.

Elements of a Competency:

Competency is the ability to perform particular tasks and duties to the standard of
performance expected in the workplace, applying all relevant skills, knowledge, and
attributes or attitudes consistently over time in the required workplace situations.
Core competencies are the collection of skills, knowledge, and attitudes or attributes
needed for effective and efficient operations within the work environment.

Skill is about doing something well; that is, one’s ability to choose and perform the
proper technique at the right time. It is usually developed through training and
practice. For example, a person could become a skilled writer by practicing writing
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in a particular style. Likewise, one can become proficient in workplace safety by
practicing techniques during classroom exercises or labs.

Knowledge is the information an individual has acquired, including theories, facts,
and procedures, and the ability to apply this information in different situations. For
example, a person could know different communication styles. They may know the
critical steps in planning a program or project and be well-versed in strategies for
evaluating success. Putting these together takes knowledge.

An attribute or attitude is an inherent characteristic or quality often expressed
through what an individual thinks, does, and feels. For example, one could be known
for staying positive and calm in challenging situations. They may also bring a ‘can-
do’ attitude to their working environment, the ability to try new things, ask for new
assignments, and demonstrate initiative.

Together, these three elements make up a competency.

e For example, an individual could develop a competency regarding
communication by practicing their writing and listening skills, acquiring
knowledge about different communication styles, and learning techniques that
help them keep calm under pressure.

e Or an individual may develop a competency around workplace safety by
taking a natural attribute like attention to detail and using it to practice safe
work techniques (skill development) and then researching new and different
methods (gaining knowledge) that can be implemented to increase safety.

Competencies are described in ways that are:
e Observable
e Measurable
e Linked to the workplace, academic environment, and other life experiences
e Transferable
e Based on performance
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Venue Professional Competency Standards:

The TAVM’s Venue Professional Competency Standards describe the skills,
knowledge and attributes (SKAs) commonly required of venue professionals. The
standards define what is expected of a proficient and experienced venue professional
who is adept in their area of responsibility, is able to work in a diverse range of venue
contexts, and understand how the employees and tasks they manage affect the
venue’s overall performance.

These standards contain detail to support the development of a voluntary
certification program that measures an individual’s knowledge and abilities against
the standard. Individuals that meet the standard earn a professional designation
called Certified Venue Professional (CVP).

The Venue Professional Competency Standards can be used by individuals,
organizations, and professional bodies to:

e Set performance criteria for professional certification programs

e Inform human resource practices such as recruitment, training, and
performance assessments

e Develop curriculum, education and training programs

e Align educational programs with professional standards of practice

e Design and conduct prior learning assessment (PLA)

e Benchmark skills and knowledge to inform professional development and
guide professional practice.
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Development of the Competency Standards

Comprehensive and Inclusive:

These Venue Professional Competency Standards provide a comprehensive
summary of competencies — skills, knowledge, and attributes — required when
managing professional core functions of any event venue anywhere in the world.

They contain competencies relevant to those responsible for managing individual
subgroups or collective aspects of an event venue, including planning,
implementation, and evaluation. This includes managing a team and/or overseeing
the outsourcing of activities to third-party service providers.

The standards cover the competencies required by the industry that job incumbents
must master in a range of situations and in both general and specialized roles.

Developed by Industry for Industry:

In 2014 the TAVM recognized the need for a comprehensive summary of
competencies — knowledge, skills, and attributes — that could guide the professional
development of venue management professionals. Toward that end, the IAVM
initiated a project to develop the Venue Professional Competency Standards, which
was completed in 2015.

Key phases in the development of these competency standards included:

e Benchmark review of current practices involves collecting relevant, pre-
eminent standards, guidelines, or other documented normes.

e Developing a draft framework and revised core competency profile
specific to venue management, which was broadly disseminated for review
and comment by venue industry practitioners and validated by a
representative group of experienced practitioners.
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o Extended validation and ratification of the document to verify content
integrity and address all feedback that resulted in amendments or refinement.

The Venue Professional Competency Standards Update:

The Venue Professional Competency Standards reflect the body of knowledge for
the Certified Venue professional program and examination. The Venue Professional
Competency Standards define and categorize the skills, competencies, and attributes
individuals need to succeed in the venue management profession.

The Venue Professional Competency Standards is updated every five years through
a job analysis study. This is a multi-phased study and includes:

1) aliterature review of industry publications and websites to identify new trends
and practices;

2) a review of the current competency standards by panels of industry Subject
Matter Experts who then make recommendations of additions and deletions
to the knowledge, skills, and attribute statements; and

3) aseries of validation surveys, which is sent to current CVPs to verify that the

changes recommended by the panels are consistent with current practices in
the field.

In 2022-23, the Certification Board of the IAVM conducted a job analysis study, the
results of which have been incorporated into the Venue Professional Competency
Standards. Overall, the changes to the Competency Standards were minimal and
included:

» The task group independently determined the following five context ratings
were the most relevant for this job analysis: % of Professional Time Allocated
to Overall Skill, Criticality/Level of Importance, Frequency, Time to be
Proficient, and Level of Difficulty.
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e In some cases, the skill statements were modified to be more concise, but their
meaning remained the same.

e In some cases, skills and/or sub-skills were added to reflect current trends and
challenges reflective in the venue management industry. The 2022-23
Competency Standards document includes the following updates:

o C.—Demonstrate Leadership Skills
= (C.5 — Promote Constructive Policies on Diversity, Equity,
Inclusion, and Accessibility

E. — Manage People

= E.8 — Develop and Implement Internship Programs

O

O

F. — Manage Resources
» F.2 — Assist to Identify, Cultivate, and Manage All Internal and
External Stakeholders
o G.—Manage Risk
* (.3 — Health Emergencies/Crisis Management
o H. - Provide Quality Experience
= H.2 — Ensure Accessibility and Compliance with all Applicable
Regulations
= H.5— Supervise Event Programming

During the job analysis study, CVPs were asked to rate the importance and frequency
of each of the skills, knowledge, and attributes in the Venue Professional
Competency Standards. Based on these results, there were shifts in the percentage
of items that test takers will receive for each of the domains. The specific Core
Competency, and the approximate percentage of questions that candidates taking the
CVP examination will expect to receive for each of the core competencies are
outlined in Appendix 2.

The Competency Standards

The Venue Professional Competency Standards reflect the venue management
industry’s comprehensive body of knowledge. Such a repository of performance
and knowledge standards is essential to clearly outline what is required for success
in this diverse industry. Specific groups that can benefit from these standards
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include industry professionals, associations, educators, trainers, students, employers,
supervisors, clients, governments, and local authorities. An individual’s particular
job context and level of responsibility will determine if all or only select
competencies apply to them.

Venue Professionals use the Venue Professional Competency Standards as a guide
to:

e [earn more about venue management

e Identify, describe, and illustrate skills and knowledge they have to offer
employers and clients

e Increase job mobility

e Plan professional development

e Enhance job performance

e Plot career paths

Trainers, curriculum developers, or program managers use the standards to:

e Benchmark existing programs

e Create new vocational qualifications and professional credentials
e Develop new training programs

e Explore areas for research in the field of venue management

Employers use the standards to:

e Define job requirements

e Manage performance

e Write job advertisements

e Conduct performance assessments

e Create job descriptions

e Identify workforce needs

e Provide orientation to new employees

e Plan learning and development activities
e Assess potential employees

Venue Professional Competency Standards — 2023 ~ Page | 21




Structure of the Competency Standards

Terms:

The following are terms used in the Venue Professional Competency Standards:

Body of Knowledge — A body of knowledge defines and categorizes the
skills, competencies, and abilities required by an individual to succeed in a
profession. The Venue Professional Competency Standards embody the body
of knowledge an individual needs to earn and maintain their Certified Venue
Professional (CVP) certification and CVP designation.

The Body of Knowledge is derived from the accumulation of knowledge and
experience by venue management practitioners, as represented and presented
in the following IAVM approved sources:

e 2020 Public Assembly Venue Management Textbook
e [AVM Venue Management School Monographs

e [AVM Glossary of Terms

e Facility Manager Magazine

e Facility Manager Encore

e [AVM 2019 Sustainability Survey

e JAVM Venue Professional Competency Standards

e Mega-Shelter Best Practices Planning Guide

e Public Assembly Facilities Recovery Guide

e [AVM COVID 19 Outbreak Resources

e [AVM Business and Continuity Resilience Zoom Cast
e GBAC Star Accreditation Program

e [AVM Mentor Connector-Mentor/Mentee Handbook
e [AVM Web Site

These are the same resources upon which all CVP assessment elements are
developed. (See Appendix 2 — Body of Knowledge)
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= Competency — The ability to perform particular tasks and duties to the
standard of performance expected in the workplace, applying all relevant
skills, knowledge, and attributes or attitudes consistently over time in the
required workplace situations.

* Domain — Each domain is a major competency or knowledge-based area.

= SKkill — The defined task, knowledge, and/or attribute under the competency
or knowledge-based area.

* Common Knowledge — Common knowledge denotes the knowledge needed
in all the sub-skills within a skill.

= Knowledge of — Each sub-skill is described by the minimum level of
comprehension and understanding of the particular sub-skill.

= Abilities — Each sub-skill is described by the abilities required to perform the
particular sub-skill competently.

Major Core Competencies:

The standards’ content was developed to make it explicit and accessible to encourage
use in a wide variety of settings. This overall structure divides the competencies
into 9 significant categories or functional domains.

Those 9 primary competencies are:

e Conduct Administrative Duties

e Conduct Marketing and Promotional Activities
e Demonstrate Leadership Skills

e Manage Operations

e Manage People

e Manage Resources
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e Manage Risk
e Provide Quality Experience
e Use Management Skills

Each skill or competency contains a series of context rating scales. The ratings are
based on consultation with SMEs who were asked to rate each skill against five
dimensions; Percentage of Professional Time, Criticality/Level of Importance,
Frequency, Time to be Proficient, and Level of Difficulty. These context rating
scales are used to define the substance of the skill further. In addition, the scales
describe the demands on the worker when performing the skill based on the work
setting or environment.

Contextual Information:

In every occupation or field of work, knowledge and capabilities are executed in
different contexts as distinguished by the applicable setting or environment. For
example, in a diverse industry like venue management, expertise is applied to
achieve a range of objectives, and individuals or teams manage a broad array of
events in various types of venues. Therefore, contextual information that can clarify
specific details regarding a standard is essential.

Each skill was ranked on five dimensions:

o Percentage of professional time allocated to overall skill refers to the
percentage of professional time that is allocated to the performance of the
overall skill.

¢ Frequency at which the task is performed or manifested refers to the skill
or task’s occurrence rate.

e Ciriticality or Level of Importance of the skill or task relative to the total
job defines the relative importance of the skill to the job or the consequences
of the skill not being performed or not being performed according to standard.
The group worked with the following guidelines to make decisions.
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o No Risk / Not Important — Performance of this skill is not essential to
the job.

o Minimal Risk / Somewhat Important — Performance of this skill is
minimally necessary to the job.

o Moderate Risk / Important — Performance of this skill is moderately
essential to the job.

o High Risk / Very Important — Performance of this skill is essential to
the job.

o Severe Risk / Extremely Important — Performance of this skill is critical;
non-performance poses a risk.

e Time to be proficient or master the skill or task is an estimate of the amount
of time for a venue professional to become proficient in the skill. Proficiency
is the ability to perform at an ‘optimal minimum level’ in the range of
expected work contexts. The time it takes to master the skill or task is
characterized in terms of years based on the broad generalization of a typical
industry professional with no experience in venue management and little to
no experience in the industry.

o Level of Difficulty is the degree of complexity associated with performing
the skill, both mentally and physically. The group worked with the following
five levels of difficulty or degree of complexity.

Not Difficult

Minimal difficulty or complexity
Moderate difficulty or complexity
Very difficult, challenging
Intense, highly complex

© O O O O
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How to use the Competency Standards

Major Category

The standards are divided into 9 major categories or functional domains.

Each of these categories contains statements that describe what a
competent venue professional must know and what they must be able to
do.

A — Conduct Administrative Duties

Skills Common Knowledge:
Note: These knowledge statements apply to all sub-skills in Skill A
The defined task, knowledge, and/or ( 8 PRY ) <+ gommoKn KI‘:Odwlﬁcigteh ¥ led
. ommon Knowledge lists the knowledge
attnbyte under _the competency. All e Types of records to maintain needed in all the stb-skills.
9 major categories contain at least o Privacy guidelines

eInE f’nd ey sategorles contain o Legal requirements for records and documents
multiple sub-skills.

Al — Coordinate Office Administration

Knowledge

Knowledge Of:

g . <_/_> Each sub-skill is described by the
e Roles and responsibilities of office personnel

o Business processes minimum level of comprehension,
P knowledge, and understanding of the sub-
skill required to competently perform it.

<—» Ability To:
Standardize administration functions, e.g., record keeping, selecting/purchasing supplies
Monitor administrative functions to verify timely completion

Evaluate office functions and make adjustments Contextual Information
Problem solve/troubleshoot

Each sub-skill is ranked on five
dimensions.

Abilities

Each sub-skill is described by the
abilities required to perform the
particular sub-skill competently.

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill

Moderate 3 to 6 months
Risk/Important

Summary of Ranks
The average number of years it takes to master the Venue Professional Competency Standards minimally is 2.8 years; 44.4% of the overall skills defined in this standard were
ranked at one to two years, 33.3% at two to three years, and 22.2% at three years or more.

Regarding criticality/level of importance, 55.6% of the skills are ranked at High Risk/Very Important, 22.2% at Severe Risk/Extremely Important, and 22.2% at
Moderate Risk/Important.

Contextual Information Criticality or Level of Importance of the skill or task Time to be proficient or master the skill or task is

Each sub-skill is ranked on five dimensions. relative to the total job defines the relative importance of ~ an estimate of the amount of time for a venue
the skill to the job or the consequences of the skill not professional to become proficient in the skill.
being performed or not being performed according to the  Proficiency is the ability to perform at an ‘optimal

% of Professional Time Allocated standard. The SME’s worked with the following guidelines ~ minimum level’ in the range of expected work

to Overall Skill for this category: contexts. The time it takes to master the skill or task

is characterized in terms of years based on the

Frequency at which the task is ® No Risk / Not Important — Performance of this skill is broad generalization of a typical industry

performed or manifested refers to the not essential to the job. professional with no experience in venue

skill or task’s occurrence rate e Minimal Risk / Somewhat Important — Performance of management and little to no experience in the

this skill is minimally necessary to the job. industry.

e Moderate Risk / Important — Performance of this skill is
essential to the job.

e High Risk / Very Important — Performance of this skill is
essential to the job.

o Severe Risk / Extremely Important — Performance of
this skill is critical; non-performance poses a risk.

Level of Difficulty is the degree of
complexity associated with performing
the skill, both mentally and physically.
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Venue Professional Competency Standards

A — Conduct Administrative Duties

Common Knowledge:
(Note: These knowledge statements apply to all sub-skills in Skill A)

e Types of records to maintain
e Privacy guidelines
e Legal requirements for records and documents

A1l — Coordinate Office Administration

Knowledge Of:

¢ Roles and responsibilities of office personnel
¢ Business processes

Ability To:
e Standardize administration functions, e.g., record keeping, selecting/purchasing supplies
e Monitor administrative functions to verify timely completion
e Evaluate office functions and make adjustments
e Problem solve/troubleshoot

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
11% Moderate Daily 3 to 6 months Minimal
Risk/Important

A2 — Maintain Organizational Records

Knowledge Of:

e Types of records, e.g., payroll, personnel, maintenance, security, incident reports,
inventory, sales
e Records required by contracts, collective agreements, etc.
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e Recordkeeping policies, procedures, and methods, e.g., organization’s filing systems and
databases, ticketing software

Ability To:

Organize and maintain records, e.g., enter data if required
Prepare, write and present reports

Keep records with confidential information in a secure location
Determine which documents to archive and which to discard
Find specific information and ensure accuracy and relevancy

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
11% High Risk/Very Daily 6 to 12 months Moderate
Important

A3 — Write Reports

Knowledge Of:

Organizational reporting requirements
Audience

Research techniques and methods
Relevant sources of information
Report formats

Ability To:
e Use applicable software, e.g., customer relations management (CRM)
e Research information, e.g., primary and secondary research, surveys, qualitative and
quantitative research
Organize information to conduct analysis
Identify key ideas to develop a clear message
Determine document purpose, audience, and presentation requirements
Edit and proofread documents
Obtain feedback and approvals, as necessary
Follow information management system protocols, e.g., follow file naming protocol

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
11% Moderate Weekly 1 to 2 years Moderate
Risk/Important
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B — Conduct Marketing and Promotional Activities

Common Knowledge:
(Note: These knowledge statements apply to all sub-skills in Skill B)

e Ownership and management structure

e Own role, responsibilities, and level of authority

e Brand marketing initiatives, if applicable

e Sales opportunities, e.g., corporate campaigns

e Privacy policies and guidelines

e Goals and mission of the organization

e Applicable legislation, e.g., freedom of information request

B1 — Acquire Sponsors

Knowledge Of:

Sponsorship goals and targets

Stakeholders’ needs and expectations

Budgets and allocations

Sponsorship protocols, e.g., preferred method of communication, contact person
Terms and conditions of sponsorship contracts

Market information

Ability To:
e Establish sponsorship levels:
= Set financial or in-kind values for sponsorship levels
= Identify benefits for each level
= Estimate cost of providing benefits
e Obtain support of key stakeholders for proposed sponsorship arrangements
e Identify potential sponsors, considering:
= Compatibility with venue
= Exclusivity
= Income or cost-avoidance goals
» Advertising and budget limitations
e Produce sponsor benefit packages containing:
= Qverview and history of venue
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= Corporate identity to be presented, e.g. use of logos, brand standards
= Value for sponsor
= Letter of proposal
* Audience demographics
e Contact potential sponsors
= Identify primary decision maker or person of influence
= Determine type of support available, e.g., cash, discounts, products
= Consider how sponsors may complement each other
= Establish relationship with sponsors’ creative agencies
e Negotiate sponsor commitment
e Prepare contracts for sponsors, outlining:
= Details of venue
= Responsibilities of both parties, e.g., liabilities, cancellation
= Financial obligations
e Ensure both parties have copies of signed contract

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
3% Moderate Circumstantial 6 to 12 months Very
Risk/Important Difficult

B2 — Coordinate Promotions

Knowledge Of:

Brand standards

Features of products and services

Brand promotions and compliance expectations
Selected marketing methods
Cross-promotional activities

Ability To:
e Meet requirements for each promotional activity
e Provide feedback about brand promotions, if applicable

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
3% Moderate Circumstantial 1 to 2 years Moderate
Risk/Important
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B3 — Create Incentive or Lovalty Programs

Knowledge Of:

Market changes, e.g., demographics
Client relationships

Competing programs
Organizational resources
Capabilities of the venue

Ability To:
e Determine need for incentive or loyalty program, e.g., new client/attendee, repeat
business

e Identify motivators, for example:
= Additional move-in day
= Priority booking
= Product and service promotions
= Financial incentives
= Ticket discounts
= Priority seating
= Accessto VIP’s
= Free parking
e Customize program for client or attendee:
= Be flexible
= Know limitations of organization, e.g., budgets, staffing
= Determine frequency of incentive
e Document program offer:
* Who was offered the program
= Rationale for program
= Detail of the offer

Implement program
e Evaluate impact of program, e.g., need filled, return on investment

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
3% Minimal Circumstantial 6 to 12 months Moderate
Risk/Somewhat
Important
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B4 — Develop Sales Plan

Knowledge Of:

Sales and marketing plan

Sales objectives for all products and services
Budget and allocations

SWOT/Situational Analysis

Marketing platforms, models and concepts
Event concept theme and sales opportunity
Competitors’ sales practices

Ability To:
e Identify legal and regulatory requirements for sales
Set sales objectives for all products and services
= Review historical sales data
e Identify potential target market segments
Conduct situational analysis to determine strengths, weaknesses, opportunities, and
threats

Choose advertising methods

Integrate sales plan and objectives with business strategies
Define targets for sales team

Communicate sales plan and objectives to staff

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
3% Moderate Circumstantial | 6 to 12 months Very
Risk/Important Difficult

B5 — Engage in Public Relations Activities

Knowledge Of:

e Marketing plan and promotional activities
e Local environmental/cultural characteristics:
= Politics and issues
= Economy and employment
= History and culture
= Services and suppliers
= Demographics
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Brand standards

e Legal, regulatory, and ethical requirements affecting the implementation of public
relations strategies

e Impact of activities on local community, e.g., economic benefits/quality of life

Ability To:
e Define objectives for public relations strategy
e Participate in community events and organizations, e.g., adopt a park, professional
organizations, chamber of commerce

e Identify ways to support the community, e.g., advertise community events, participate in
food drives

Maintain relationships with local government, community, and other stakeholders
e Identify issues and trends that may affect objectives
Evaluate effectiveness of public relations activities

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
3% High Risk/Very Circumstantial 1 to 2 years Moderate
Important

B6 — Implement an Integrated Marketing Plan

Knowledge Of:

Market information, e.g., market survey, environmental analysis
Marketing strategies, e.g., marketing mix, use of social media, personalized marketing
Brand standards
Market segmentation
Components of a marketing plan, for example:
= Target market
= Situational analysis
= Goals and objectives
= Market positioning
Marketing mediums, e.g., print advertising, social media
Integrated marketing communications, e.g., harmonization of messages
Marketing cost benefit analysis
Events schedule and activities
Internal and external resources, e.g., employee skills, outside contractors, tools
Privacy laws
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Ability To:

Identify target markets

Identify existing products and services designed for target markets

Collaborate in the development of products and services, e.g., event themed food and
beverage

Contribute to marketing plan

Monitor marketing activities for key performance indicators

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
3% High Risk/Very Circumstantial Ongoing Very
Important Difficult

B7 — Implement Sales Activities

Knowledge Of:

Principles of selling, sales communication, and relationship building
Procurement plan and process

Ability To:

Integrate sales tactics with marketing activities, e.g., promotions, advertising
Use sales tools and tactics, for example:
= Qualify leads
= Conduct sales calls
= Deliver sales presentations
= Package products
= Provide sales incentives
= QOvercome client objections
Close sales
= Negotiate sales details, e.g., cost/price, shipping fees
= Set dates for product delivery e.g., booth set-up dates, merchandise delivery
Check for unauthorized on-site or remote sales activities, e.g., scalpers
Monitor and evaluate success of sales plan, e.g., compare key performance indicators and
sales targets
Adjust sales plan as required, e.g., adjust timelines or sales targets
Communicate changes to sales plan to key stakeholders and sales staff
Identify and correct breaches of legal, regulatory, ethical, and social requirements
= Examine causes and take corrective action or re-examine requirements
Monitor sales documentation
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% of Professional  Criticality/Level of Frequency Time to be Level of

Time Allocated to Importance Proficient Difficulty
Overall Skill
3% High Risk/Very Circumstantial 1 to 2 years Moderate
Important

B8 — Meet Sponsorship Terms and Conditions

Knowledge Of:

Sponsorship goals and targets

Budget limitations

Sponsorship protocols, e.g., preferred method of communication, contact person
Agreements with corporate sponsors

Terms and conditions of sponsorship contracts

Market information

Ability To:
e Ensure contract fulfilment, e.g., delivery of benefits
e Communicate sponsorship requirements to clients and attendees

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
3% High Risk/Very Circumstantial 6 to 12 months Moderate
Important

B9 — Monitor Internet Presence and Social Media Activity

Knowledge Of:
e Venue and Brand websites, if applicable
e Brand standards and compliance expectations
e Trends in social media
e Awareness of the venue’s profile in the industry, marketplace and community
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Ability To:
e Monitor venue website activity, for example:
= Current information and promotions
=  Website traffic
=  Online booking engines
e Monitor online presence, for example:
= Venue information
= Rates
= Availability
= Attendee reviews and comments
e Promote venue and communicate with public, for example:
= Broadcast information
= Update content regularly
= Monitor feedback
= Respond to online questions and comments in a positive manner, e.g., on social
media, third party booking sites
= Ensure social media links are up to date e.g., on website, in email signatures, in
on-site communication

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
3% Moderate Circumstantial 3 to 6 months Minimal
Risk/Important

B10 — Promote Tourism, Economic Development and Local Area

Knowledge Of:

e Tourism industries:
= Accommodations, e.g., bed and breakfasts, hotels, motels, campgrounds
= Food and beverage services, e.g., restaurants, pubs, catering
= Recreation and entertainment, e.g., attractions, parks, golf courses, museums
= Transportation, e.g., taxis, vehicle rentals, bus lines, airports and airlines, train
stations
= Travel services, e.g., tour companies, travel agents
e Sources of tourism related information, e.g., tourism agencies, visitor information
centers, websites
e Commonly requested information, for example:
=  Walking or driving distances
= Attractions
= Events or festivals
= Shopping areas
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= Medical centers

* Nearby accommodations

= Transportation, e.g., car rentals, public transit
= Restaurants and bars

Ability To:

Promote tourism, e.g., act as an ambassador, speak positively about the area
Provide information

Direct attendees to alternate attractions if necessary

Ensure tourism information is accurate and up to date

Use promotional incentives, €.g., coupons, passes

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
3% Moderate Circumstantial Ongoing Minimal
Risk/Important

C — Demonstrate Leadership Skills:

Common Knowledge:
(Note: These knowledge statements apply to all sub-skills in Skill C)

Management structure

Own role, responsibilities, and level of authority
Policies, procedures and applicable legislation
Leadership styles

C1 — Encourage Inter-Departmental Collaboration

Knowledge Of:
e Internal roles and responsibilities
e Inter-departmental collaboration opportunities
e Roles, services, and responsibilities of other teams and departments
e History of relationship with other departments
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Ability To:

Work with other departments as required

Communicate purpose of work

Respect employee and manager roles, responsibilities, interests, and concerns
Identify individuals’ areas of expertise and their respective roles

Promote a positive and cooperative attitude

Identify issues that may affect work situations and relationships

Consult with others to determine solutions, e.g., staff, senior management
Resolve conflicts and disagreements to minimize disruptions

Monitor effectiveness of working relationships

Follow up as required, e.g., provide coaching

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
14% High Risk/Very Daily 1 to 2 years Moderate
Important

(C2 — Exhibit Professionalism

Knowledge Of:
e Importance of a professional image
e Brand standards
e Organization and client expectations
e The understanding, supporting, and emulating organization’s mission, vision, and values

Ability To:

e Maintain professional conduct and appearance

e Model the behaviors expected of staff and managers:
= Be adaptable, e.g., respond to changing circumstances and situations
= Be respectful of others, e.g., value opinions and ideas, be friendly, use names

when possible

= Be patient, e.g., listen to others without interrupting
= Be perceptive of work environment, interactions, and activities
= Be proactive, e.g., anticipate attendees’ and employees’ needs
= Be innovative, e.g., find creative solutions to challenges or problems
= Be enthusiastic, e.g., display an enjoyment of work
= Be discrete, e.g., discuss work-related issues away from attendees

¢ Be confident in yourself and your abilities
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e Build trust and respect through interactions with staff
e Meet commitments at set times
o Establish relationships that promote goodwill and trust between venue and stakeholders

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
14% Severe Daily 1 to 3 months Moderate
Risk/Extremely
Important

C3 — Manage with Ethics and Integrity

Knowledge Of:
e Brand and industry ethical standards
e Ethical behavior
e JTAVM, organizational, and personal Code of Ethics
e Personal habits and biases

Ability To:
e Use ethical principles in decision-making processes
e Act with integrity toward stakeholders
e Remain objective, e.g., set aside personal opinions and biases
[ ]

Exhibit professional conduct on and of duty, e.g., at community functions during non-
working hours

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
14% Severe Daily Ongoing Moderate
Risk/Extremely
Important
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C4 -

Participate in Continuous Learning

Knowledge Of:
e [AVM educational opportunities, offerings, and certification programs
e Learning opportunities offered by industry-related companies and associations
e Continuing educational opportunities, available both externally and internally
e Benefits to employees through education, e.g., building confidence and morale,

increasing employee retention, and creating a successful tool for filling future
management positions.

Ability To:

Identify knowledge gaps and areas of interest, for example:

= Legislation

* Trends and issues

= New approaches, e.g., to the venue or hospitality sector, to management, to the

workplace

Compare standards of skills and knowledge with colleagues in other cities and countries
Review available training and educational options, for example:

* Formal, e.g., college or university, industry certification

= Informal, e.g., trade publications, professional working groups, networking
Pursue informal options to learn more about own organization, for example:

= Meet with staff and management in all departments

= Ask about workplace issues and concerns

= Get hands-on work experience in a variety of positions
Pursue formal options to advance professional development goals, for example:

= Attend courses, workshops, and seminars

= Complete postsecondary program, e.g., certificate, degree

= Participate in mentorship programs
Be involved in the venue management industry and community, for example:

= Join industry associations

= Attend chamber of commerce functions

= Serve on committees or boards

= Sponsor events and charitable causes

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
14% High Risk/Very Daily Ongoing Moderate
Important
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C5 — Promote Constructive Policies on Diversity, Equity, Inclusion, and
Accessibility

Knowledge Of:

e The expansive definition of DEI as it relates to Black, Indigenous, and People of Color
(BIPOC), mental health, and physical disabilities of the organization and the community
it serves.

Current and emerging approaches to managing workplace diversity

Policies and regulations addressing the accessibility of venues

Numerous benefits of establishing equitable environments within the organization

The broad lens of an inclusive workplace, e.g., cultural, religious, educational, identity,
etiquette, pay equity, holiday observances, etc.

e Strategies in dealing with the concept of DEI and its impact on the workplace

Ability To:
e Promote an environment free of discrimination, harassment, and disrespect
o Identify issues that may cause conflict in the workplace
e Consider and understand cultural differences/etiquettes when difficulties occur
e Stay current on changes in policies, regulations, and guidelines addressing accessibility

within the realm of public accommodations and ensure compliance

e Continually identify opportunities to create a positive workplace and implement them
appropriately
Be aware of unconscious bias and communicate the importance of managing bias

e Include customers as well as staff in DEI policies and procedures
Communicate and maintain supportive DEI standards to contractors, service providers,
clients, and guests

e Facilitate ongoing feedback

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
14% High Risk/Very Daily Ongoing Moderate
Important
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C6 — Promote Workplace Performance

Knowledge Of:

e Staff and management strengths, limitations, and potential
e Factors affecting workplace environment, e.g., internal, external
e Available resources for employees

Ability To:
e (Create motivational environment, for example:
= Respond to individual motivational needs
= Show appreciation for employees’ skills and knowledge
= Use positive reinforcement, e.g., provide recognition and praise
e Provide employees with training, tools, authority, and trust to do their jobs effectively
e Establish open communication, for example
= Seek feedback from staff, e.g., ask for suggestions
= Listen and be receptive to feedback
= Encourage cooperation and positive attitude, e.g., promote teamwork, delegate
tasks

e Be arole model by demonstrating, for example;
= Knowledge and skills
* Team building skills
=  Commitment to business and community
e Respond appropriately, e.g., provide feedback, coach, delegate, direct, follow up

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
14% High Risk/Very Daily Ongoing Moderate
Important

C7 — Support Organizational Change

Knowledge Of:

e Factors affecting the industry, e.g., trends, policies, technology
e Best practices for managing change
e Reasons for organizational change
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Ability To:
Be receptive to new ideas
Identify reasons for change
Act on behalf of decision-makers
Anticipate:
= Opportunities for change
= Challenges or barriers to change
= Possible risks provoked by change
o Identify solutions to address challenges, barriers, or risks
e Communicate change(s) to affected individuals, e.g., clients, governing or corporate
bodies, staff
e Provide information, training and support
Evaluate impact of change

% of Professional  Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
14% Severe Daily Ongoing Moderate
Risk/Extremely
Important

D — Manage Operations

Common Knowledge:
(Note: These knowledge statements apply to all sub-skills in Skill D)

Venue mission statement, goals, and objectives

Venue stakeholders and interests

Legislation and regulatory requirements

Venue operations and related requirements, e.g., human

resources, marketing, logistics

Brand standards and compliance expectations

e Concepts of sustainability — integration of economic, social,
and environmental considerations

e Community Standards
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D1 — Comply with Collective Agreements

Knowledge Of:
e Labor relations, e.g., role of unions in the workplace
e (Collective bargaining agreements
e Conflict resolution techniques
e (Grievance and dispute resolution techniques

Communication skills and techniques

Ability To:

Identify changes or issues that contradict the terms of agreement, e.g., changes to
organizational structure, new ownership, updated policies, and procedures
Meet terms of collective bargaining agreements
Facilitate open workplace communication, for example:
= Communicate changes in a timely fashion
=  Promptly respond to inquiries or concerns
Contribute to the development of future collective agreements
Inform senior management when specialized assistance may be required e.g., threat of
strike, conflict with event, and incidents of harassment

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
15% Severe Daily 3 to 6 months Moderate
Risk/Extremely
Important
D2 — Comply with Legislation and Regulatory Requirements

Knowledge Of:

Applicable municipal, state/provincial, or territorial legislation

Applicable permits and licenses, e.g., occupancy codes, liquor licenses, business licenses,
building permits

Applicable insurance, e.g., liability, property, and special event

Policies and Procedures

Risk Management
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Ability To:

e Conduct research to determine legal and regulatory obligations
= Identify issues and activities to which laws and regulations apply
» Determine jurisdictions, e.g., local, state/provincial, national

e Identify and meet requirements, for example:
= Acquire permits
= Acquire insurance
= Accommodate inspections

e Seck assistance in addressing legal, regulatory, and jurisdictional requirements

e Monitor activities to ensure compliance

e Communicate legislation and regulatory requirements to staff

e Correct failures to meet legal and regulatory obligations

¢ Identify changes to policies and procedures to ensure compliance

e Consult senior management on changes to policies and procedures
% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty

Overall Skill

15% Severe Daily Ongoing Moderate
Risk/Extremely
Important

D3 — Demonstrate Environmental Responsibility

Knowledge Of:
¢ Environmental issues and concerns of local area
e Environmental capacity of community, e.g., waste management infrastructure
e Environmental technology and best practices
e Regulations, e.g., local, state/provincial, national

Ability To:
e Identify venue environmental compliance requirements, e.g., utility usage, landfill
diversion rate, HVAC schedule, ice maintenance schedule
= Report non-compliance to supervisor
e Communicate environmental requirements to clients
e Comply with environmental requirements for events, e.g., lighting, décor, decibel limits,
temperature
e Reduce ecological footprint, for example
= Reduce energy consumption
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= Reduce water consumption
* Implement recycling programs/systems
e Consult senior management on changes to environmental policies and procedures
e Implement waste management practices, for example:
= Waste minimization activities, e.g., purchase recyclable or reusable products
= Divert waste from landfills, e.g., compost, recycling, waste-to-energy
= Utilize proper waste disposal methods
e Reduce pollution, for example:
* Minimize noise and light pollution
= Control use of harmful substances, e.g., chemicals, paints

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
15% High Risk/Very Daily Ongoing Minimal
Important

D4 — Maintain Daily Operations

Knowledge Of:
e Event schedule
e Bookings

e Community events, e.g. parades, events held in other venues

Ability To:
e Review information and reports, e.g., event bookings, rates, availability, activity logs
e Review budgets
e Check status of scheduled activities e.g., verify product and service requirements are
being met
e Prepare forecasts, e.g., staffing needs, revenues, expenses, sales goals
e Monitor daily operations, e.g., walk around venue to observe activities, identify potential
risks
e Manage communication within venue:
= Determine information to communicate, e.g., maintenance schedule, turnovers,
site visits
= Determine who needs information
= Identify best methods to communicate information, e.g., logbook, memo, staff
meeting
= Facilitate timely communications among venue stakeholders, e.g., between staff
and management, with vendors or volunteers
= Engage in discussions with staff and management, venue attendees, and vendors
e Solve problems/troubleshoot daily operations, e.g., resolve technical issues

Venue Professional Competency Standards — 2023 ~ Page | 46




% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
15% High Risk/Very Daily 3 to 6 months Moderate
Important

D5 — Maintain Standards, Policies and Procedures

Knowledge Of:
e Existing standards, policies, and procedures
e Venue standards, e.g., brand standards, expectations of quality
e Industry standards and best practices, e.g., staff-to-guest ratios, safety guidelines
e Areas requiring policies or procedures, for example:
= Venue attendee services
* Human resources
= Staff conduct
= Vendor services
= Information technology
= Risk management
=  QOccupational health and safety
= Emergency response
Ability To:

e Review existing standards, policies, and procedures:
= Local, e.g., fire codes, noise ordinances, league requirements
= State, e.g., fire codes, safety codes, food and beverage regulations, labor laws
= Federal, e.g., special needs policies, labor laws
= Corporate, e.g., core values, employee manual
= Governing body, e.g., commission bylaws, usage policies, governance structure
= Tenant, e.g., brand standards, tenant status, security requirements
= Sponsor, e.g., exclusivity rights, product placement
= Department and workgroup, e.g., organizational structure, goals, objectives
e Identify required changes, for example:
= Respond to incidents, e.g., complaints, security breaches, equipment failure
= Schedule review of procedures
e Propose changes or develop new standards, policies, and procedures:
= Consult with team, e.g., supervisor, peers, employees
= (ain consensus, e.g., obtain support of key stakeholders
= Communicate changes
= Adapt relevant training
= Make content changes
= Monitor and evaluate changes
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Communicate standards, policies, and procedures

Ensure compliance with standards, policies, and procedures, e.g., compliance inspections,
league requirements

Document discrepancies

Initiate remedial action

Follow up to verify compliance

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
15% High Risk/Very Daily 3 to 6 months Moderate
Important

D6 — Maintain Venue Outlets, Retail and Vendor Services

Knowledge Of:

Terms and conditions of lease or service agreements

Venue service standards

Quality management principles and concepts

Standard operating procedures

Environmental legislation, e.g., decibel limits, waste management laws
Problem-solving practices

Ability To:

Ensure consistent service standards are met, e.g., monitor conduct of service staff
Ensure compliance with terms and conditions of lease or service agreements, where
applicable:

= Inspect facilities

= Monitor quality of products or services

= Document discrepancies

= Complete quality control reports

= Initiate remedial action

= Follow up to verify compliance
Ensure compliance with relevant legislation and regulations, e.g., occupational health and
safety
Ensure service readiness, e.g., use operational checklists
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% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
15% High Risk/Very Daily 1 to 2 years Moderate
Important

D7 — Monitor Event Operations

Knowledge Of:

Roles and responsibilities of staff and management

Contract requirements

Daily events/activities

Components affecting events, e.g., production schedule, VIP meet and greet, timeframes,
sound checks

Risk management

Emergency planning and response best practices

Ability To:

Review information and reports, e.g., event bookings, availability, contracts
Compare performance to initial plan, e.g., current status to running schedule
Monitor attendee experience, e.g., ask about experience, needs
Identify potential risks to attendees and staff:
= Notify appropriate staff of hazards
Assist staff as needed, e.g., assist with registration for large groups
Adjust staffing levels as needed
Monitor events for potential disruptions/vulnerabilities, for example:
= Natural disasters, e.g., weather, epidemic
= Accidental or technology-related occurrences, e.g., IT system failures,
infrastructure failures (sewer, water, power), obstructed exits
= Human-related issues, e.g. food poisoning, civil disorder, theft
Use strategies to minimize disruptions, for example:
= Develop communications plan for use during a disruption, e.g., information to
broadcast in the event of a fire
= Develop emergency preparedness, €.g., chain of command protocol
= Develop contingency plans, e.g., protocol to manage tickets or registrations if
technology fails
= Address vulnerabilities, e.g., direct staff on appropriate actions
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% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
15% Severe Daily 3 to 6 months Moderate
Risk/Extremely
Important

D& — Oversee Maintenance of Facilities and Equipment

Knowledge Of:

Maintenance budget

Systems and equipment used in building operations
Equipment inventory

Potential for breakdowns of systems and equipment
Roles and responsibilities of maintenance personnel

Ability To:

e Monitor maintenance activities, for example:
= Review scheduled maintenance activities
= Review preventive maintenance requirements
= Conduct operating and safety checks

e Review maintenance budget:
= Ensure budget aligns with expenditures

e Verify completeness of maintenance and repair documentation, e.g., warranties,

inspection standards

e Develop contingency plans for equipment failure

e Communicate safety training needs

e Identify areas for capital improvement

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
15% High Risk/Very Daily 1 to 2 years Moderate
Important
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D9 — Oversee Service Contracts

Knowledge Of:

e Key performance indicators of service contracts, for example:
* Monitoring plan, e.g., what to monitor, frequency documentation requirements
= Service levels and performance expectations
= Number and scope of services included
= Roles and responsibilities of each party
= Accountability
e Risks associated with non-performance or deficiencies
¢ Remedial actions available in the event of performance issues

Ability To:
e Evaluate products or services:
= Determine if service provider is compliant with contract terms, e.g., product
quality, meeting timelines
e Establish working relationship with service provider:
* Maintain good communications
e Review administrative requirements, e.g., check insurance requirements
e Determine corrective action, where needed:
= Document issues
= Recommend changes to contract terms, where appropriate
= Verify remedial action has been taken
= Increase scrutiny of service provider
e Consult other venue staff as necessary, e.g., senior manager, accounts payable, security

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
15% High Risk/Very Daily 6 to 12 months Moderate
Important
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E — Manage People

Common Knowledge:
(Note: These knowledge statements apply to all sub-skills in Skill E)

e Venue mission statement, goals, and objectives

e Organizational structure

e Policies and procedures, e.g., employee handbook/code of
conduct

e Applicable legislation, e.g., human rights legislation, labor,
and employment regulations

e Collective agreements, if applicable

e Approaches to managing workplace diversity

e Ethical behavior

e Communication strategies and techniques dealing with a
multi-generational and diverse workforce

E1 — Apply Reward and Disciplinary Measures

Knowledge Of:

e Applicable legislation and regulations, e.g., employment legislation, documentation
required

Policies and procedures

Conflict resolution methods, e.g., judicial procedure, arbitration, grievance resolution
Types of reward and disciplinary measures

Effectiveness and consequences of disciplinary measures

Advantages and disadvantages of types of disciplinary measures

Termination and dismissal policies and procedures

Ability To:
e Communicate reward program to employees, e.g., merit increases, promotional
opportunities, prizes

e Implement a staff recognition program:

= Define guidelines to recognize high performing employees, e.g., employees of the
month

* Inform staff of program and evaluation procedures
= Encourage employee involvement
= Assess effectiveness of program and modify as necessary
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Identify exemplary performance and behavior
Acknowledge service excellence among employees
Identify disciplinary measures within your level of authority
Outline disciplinary process to employees, e.g., formal discussion, documentation,
suspension
Collaborate with union representatives and members, for example:
= Willingly assist with information requests
=  Work cooperatively on issues
Implement fair and transparent disciplinary systems:
= Define process and rules for dealing with disciplinary issues and grievances
» Inform staff of process and rules
= Investigate issues and grievances thoroughly before determining appropriate
action
= Ensure appeals are heard by senior manager who was not involved previously
= Treat similar offences with the same action, e.g., be consistent and reasonable
Identify performance and behavior problems, for example:
= Inappropriate behavior, e.g., insubordination, conflict with others, alcohol or drug
use
= Resistance to change, e.g., unwillingness to update skills, lack of flexibility
= Quality of work, e.g., inaccuracies, errors, waste of materials
= (Quantity of work, e.g., slow response to requests, late completion of assignments
Respond to performance or behavior problems, for example:
= Determine appropriate action, e.g., warning, suspension, termination
= Take security measures when necessary, e.g., enlist in support of security staff
= Speak with staff person, e.g., indicate corrective action to follow
= Confirm understanding of corrective action, e.g., have employee sign document
Justify decisions to dismiss or lay-off employees
Maintain records of interventions and disciplinary actions
= Ensure documentation is accurate, non-biased and complete

15% High Risk/Very Daily 6 to 12 months Moderate
Important
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E2 — Assess Training Needs

Knowledge Of:

e Training requirements:
= Occupation related, e.g., requirements to maintain certification
= Government related, e.g., occupational health and safety
= Department related, e.g., specialized training, number of training shifts, incident
reporting
e Training resources available:
= Internal, e.g., qualified trainers, training resource material
= External, e.g., community service organizations, online training

Ability To:
e Identify training needs, e.g., cross-training, customer service
e Determine training frequency
e Identify employee performance problems:
=  Assess the nature of problem
= Determine cause of problem
e Determine training required for performance issue
e Track pre- and post-training performance

15% High Risk/Very Monthly Ongoing Moderate
Important

E3 — Coach Staff

Knowledge Of:

e Methods of recognizing and rewarding staff
e (Coaching techniques, e.g., positive reinforcement, demonstration
e Brand standards

Ability To:
e Clarify expectations
e Observe staff on the job
e Reinforce desired behaviors, e.g., say “You performed that task very well”
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e Provide constructive feedback:
= Offer advice to improve quality of work or correct behavior
= Provide feedback about how to handle similar situations in the future
e Correct undesirable behaviors:
= Specify what employee did that fell below standards
= Explain correct behavior in an encouraging manner
= Demonstrate task, if appropriate
e Tailor coaching to individuals:
= Consider what motivates each individual
= Adjust communication style to suit individuals
e Develop supervisors and managers:
= Identify individuals who have potential for job growth
= Help individuals outline career goals
= Provide opportunities for supervisory and management training

15% Severe Daily Ongoing Moderate
Risk/Extremely
Important

E4 — Conduct Performance Reviews

Knowledge Of:
e Performance management programs
e Performance criteria
e Performance review policies and procedures
e Productivity management, e.g., cost of labor compared to revenue

Ability To:
Clarify performance expectations
Observe employees on the job:
= Benchmark performance, e.g., against defined competencies, key performance
indicators
Analyze the results of previous evaluations
Follow up with employee:
= (Clarify expectations
= Communicate outcomes of performance review
= Determine action plan with employee input
e Document performance reviews and action plans
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E5 — Control Payroll Expenses

Knowledge Of:

Staffing options, e.g., temporary, permanent, casual or contracted services, full-time or
part-time

Staffing and scheduling needs

Budget limitations, e.g., salary, event staff, temporary staff, security staff

Payroll documentation, e.g., time sheets pay slips

Labor laws, e.g., overtime hours, vacation pay

Ability To:

Check payroll data against records of actual hours worked

Assign the achievement of variable salary components, e.g., bonus, incentives
Utilize staffing guideline policies, e.g., full-time equivalent, sales per hour
Review payroll costs against staffing budget

E6 — Deliver Employee or Volunteer Training

Knowledge Of:

Training methodologies, e.g., presentation skills, training skills, coaching
Current training programs
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Ability To:
e Adapt a training program to
= Personal teaching style
* Audience needs, e.g., learning style, knowledge level
= Training methods, e.g., seminar, learn and work assignments
e Schedule training sessions
e Conduct training for:
=  Employees
= Volunteers
= Other trainers

Procure services of external training providers
e Keep records of training completed, e.g., attendance, certifications

E7 — Determine Normal Staffing Requirements

Knowledge Of:

Seasonal requirements
Labor costs

Human rights legislation
Budget restrictions
Historical data

Staff turnover numbers
Reasons for staff turnover

Ability To:

e Review:
= Number of events forecasted
= Department staff workload
= Staff strengths and weaknesses
=  Staff schedules/availability
= Opportunities for growth

o Identify staffing budget considering, for example:
= Compensation, e.g., wages, benefits
= New hire orientation costs
= Professional development costs
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= Uniform costs
= Employee accommodation costs, e.g., accessibility upgrades, modified job duties
= Role related costs, e.g., travel, incidentals
e Determine needs, for example:
= Adjustments to roles and responsibilities, e.g., merge positions
= New hires, e.g., to address skill shortages
= Professional development requirements
e (Obtain approval from senior management

E8 — Develop and Implement Internship Programs

Knowledge Of:

e Best practices as they relate to internship programs
e Departmental opportunities and requirements for interns
e Internship models, e.g., paid, volunteer, tuition free

Ability To:

Define roles and responsibilities for interns
Recruit, interview, hire

On-board and train

Supervise

Evaluate performance
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E9 — Develop Performance Management Plan/Apply Staff Development
Plan

Knowledge Of:

e Occupational and corporate standards
e Financial resources
e Performance evaluation methods

Ability To:
e Define role-based competencies for staff
e Implement assessment process to measure staff performance:
= Ensure that skills, knowledge or behaviors are based on defined competencies

= Use clear rating system that contains a performance range, e.g., unacceptable to
performing to standard

e Determine frequency of the review process, if situation requires
e Provide instructions/guidance for managers that will be assessing staft:
= Conduct training on use of the assessment tool

15% High Risk/Very Annually 1 to 2 years Very
Important Difficult

E10 — Develop Scheduling Guidelines

Knowledge Of:

HR policies and procedures

Employee classification, e.g., full-time/part-time, exempt/non-exempt
Staffing guidelines, e.g., company policy, collective bargaining agreement
Staff abilities and knowledge, e.g., performance, productivity measures
Historical staffing levels, e.g., time of year, event-type

Staff preferences and availability

Fatigue management principles

Venue Professional Competency Standards — 2023 ~ Page | 59




Ability To:
o Identify staffing needs
e Establish scheduling criteria, e.g., seniority, level of business, staff preferences
e Develop scheduling system, such as:

= Requests for time off, e.g., leave of absence, shortened work day
= Post schedule and timeline of schedule

= Shift confirmation
» Schedule adjustments, e.g., shift changes, staffing level changes, time changes

El11 — Develop Standard Operating Procedures and Guideline Manuals

Knowledge Of:

Industry best practices, e.g., emergency procedures, accessibility

Mission, vision, brand standards

Purpose of policies and procedures

Common policies and procedures, e.g., grooming and dress code, employee conduct,
safety and security

Ability To:

Review existing manuals

Seek input on manuals, e.g., from employees, colleagues and management
Develop employee manuals

Ensure that manual content is comprehensive, engaging and up to date
Communicate material to staff
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E12 — Develop Training Programs

Knowledge Of:
e Job and task analyses
e Outsourced training solutions
e Purpose of training
e Training delivery methods
Ability To:

o Identify short-term and long-term training objectives and strategies
e Source existing programs
= Adapt/license skills training, e.g., from industry associations, government

programs
= Use outside training programs, e.g., food safety/first aid,

e (reate training program
= Specify training methods, e.g., role play exercises, on the job
= Maintain an inventory of current training programs

e Maintain records, e.g., training attendance, certifications

E13 — Evaluate the Effectiveness of Training

Knowledge Of:

e Evaluation methodologies
e (Cost benefit analysis
e Returns on training investment

Ability To:

Organize a training evaluation

Apply evaluation methods, e.g., observation, interviews, questionnaires
Assess performance and productivity

Conduct a cost benefit analysis of training

Review evaluation results and update training

Venue Professional Competency Standards — 2023 ~ Page | 61




E14 — Facilitate Employee or Volunteer Orientation

Knowledge Of:
e Corporate culture e.g., vision, mission, values, and goals strategies
e Organizational structure, e.g., hierarchy, venue guidelines
e Policy resources, e.g., employee manual, health and safety regulations
e Orientation methods and techniques, e.g., classroom, venue tour
Ability To:

e Identify orientation objectives
e Develop orientation programs, including, for example:
= Venue goals and objectives
= Employee role
= Job requirements
e Conduct orientation training, e.g., introduce employees, site induction
e Review and revise orientation training

E15 — Follow Pavyroll System Requirements

Knowledge Of:

Labor laws and compensation plans and standards, e.g., minimum wage, maximum hours
Direct and indirect labor costs

Payroll processing documentation

Organizational and regulatory requirements, e.g., privacy legislation

Collective bargaining and long-term agreements
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Ability To:

Integrate and monitor payroll system, e.g., distribute time cards, track overtime
Keep personal data confidential

Implement a contingency plan, e.g., alternatives in case of IT failure, employee
responsible for payroll falls ill

Generate reports to respond to inquiries, e.g., payroll discrepancy

15% High Risk/Very Weekly 3 to 6 months Moderate
Important

E16 — Maintain a Positive Workplace Environment

Knowledge Of:

Resources available, e.g., HR Benefits, EAP, training

Human resource policies

Role and responsibilities of each department or employer group, e.g., sales, operations
Workplace agreements

Ability To:

Promote fair business practices

Acknowledge people in a courteous, friendly manner

Listen carefully to understand what people are saying or asking

Be patient and ask questions to improve understanding

Be collaborative

Promote environment free of discrimination, harassment and disrespect
Accommodate staff and customers with special needs

Treat people with respect

Provide employees with accurate and impartial information

Help employees manage stressful situations, e.g., tight deadlines, heavy workload,
conflicts

Direct employees to available resources, e.g., project management training, counselling
Contribute to clear and reasonable workplace guidelines
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15% Severe Daily Ongoing Moderate
Risk/Extremely
Important

E17 — Manage Diversity in the Workplace

Knowledge Of:

Workplace diversity issues, e.g., legal, social

Benefits of a diverse workforce

Visible and invisible differences among people

Inclusive practices

Strategies to accommodate needs of employees and attendees
Personal values and biases

Material and behaviors that may be offensive to others
Diversity within the organization’s workforce

Diversity policies of organization

Ability To:
e Approach and treat each staff person and attendee as an individual:
= Make no assumptions based on physical or mental ability, gender, language,
ethnicity, or religion
= Accept, respect and value individual differences
e Model behaviors that embrace diversity, for example:
= Avoid using stereotypes
= Adapt practices to differences, e.g., cultural, generational
e Consult those with experience serving clients with diverse backgrounds, including:
= Colleagues
=  Community/cultural groups
= QOther venues that have served diverse groups
Obtain feedback from attendees representing minority groups
e Determine the extent to which individuals from various ethnic or minority groups access
services, for example:
= Compare attendee profiles to regional demographic data, e.g., average age,
ethnicity
= Consult ethnic, minority, and advocacy groups to determine if needs are being
met
e Prevent discrimination, harassment, and unequal treatment of attendees and staff
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e Identify and address systemic barriers to inclusion embedded in policies, practices, or
programs:
= Remove barriers, improve work environment, e.g., accommodation for persons
with disabilities, employment supports, translation services, vocational assistance
= Refer clients to additional support when needs are beyond competence, authority
or capacity
e Develop work practices that show respect for workplace diversity:
= Identify diversity related training needs
= (Capitalize on advantages of a diverse workforce, e.g., unique skills and
perspectives, second languages, knowledge of cultural conventions
e Safeguard human rights

15% High Risk/Very Daily Ongoing Moderate
Important

E18 — Manage Staff Layoffs, Terminations and Resignations

Knowledge Of:

e Employment regulations
e Payroll policies and procedures
e Human resource policies and procedures

Ability To:
Gather required supporting documentation
Follow Organizational procedures
Seek legal advice, if required
Advise individual of dismissal or layoff confidentially:
= Have witness and union representative present
e For layoffs:
= State reason for layoff and effective date
= Offer assistance, if applicable, e.g., counselling
= Discuss possibility of rehiring
e For resignations:
= Accept written resignation
= Consider opportunities to keep individual on staff, e.g., train for alternate position,
provide raise
e (Conduct exit interview, for example:
= Use structured interview based on HR priorities
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e Take security measures, for example:
= Collect company identification, keys and passes, company credit cards, tools and
equipment
= Enlist support of security staff, if necessary
= Escort individual from premises, if necessary
= Change access and security codes, if necessary
e (Complete documentation
* Finalize payroll
= Remove individual from benefits program
= Provide separation documents, e.g., record of employment
= Provide details of compensation and benefits, if applicable, e.g., holiday pay,
group insurance
= Provide copies of other documentation, if requested, e.g., written warnings,
policies, performance reviews
e Notify others who may be affected, e.g., staff, management, clients, suppliers

15% High Risk/Very Circumstantial Ongoing Moderate
Important

E19 — Monitor Staffing Plan

Knowledge Of:

Required knowledge and abilities for job roles
Performance appraisal process

New hire orientation practices

Local employment conditions

Staff attrition rates

Staffing shortages

Current skills and abilities of staff and management
Current wage rates

Ability To:
e Review human resource policies and procedures
e Measure results of human resource practices, e.g., incentive programs, disciplinary
practices

e Gather information on staff performance, e.g., supervisor reports, observations, guest
feedback
e Measure staff turnover
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Maintain staffing levels

Determine departing employees’ reasons for leaving

Develop strategies to respond to human resource issues, e.g., absenteeism, low morale
Facilitate discussions between staff and management, as needed

15% High Risk/Very Weekly Ongoing Moderate
Important

E20 — Prepare Event Staffing Plan

Knowledge Of:

o Staff levels for types of events
e Crowd management strategies for:
= Traffic flow, e.g., parking, road closures, traffic signals
= Ingress/egress, e.g., venue entrances, re-entry policy
= Circulation
= Congregation
= Emergency procedures, e.g., shelter in place, evacuation, inclement weather
= Attendee behavior and restrictions

e Client expectations

e Seasonal requirements

e Budget allocations

e Staff attributes, e.g., availability, interests, skills, position
Ability To:

e Collect information from similar events:
= Event type, e.g., rock show, family show, trade show
= Demographics
= Duration
= Event logistics
= Experience at own venue
= Experience at other venues
e Determine staffing requirements, considering
= Experience from past events, i.e., historical data
» Forecasted attendance
= Regulations, e.g., occupancy codes, life safety, overtime
= Budget
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= Security needs, e.g., bag checks, alcohol service
= Contractual obligations, e.g., attendee experience
= Configuration of event
= Duration of event
= Staff interests, e.g., alignment of staff beliefs and values with event type
= Typical staff scheduling attrition, e.g., absenteeism, illness
= Conlflicting events, e.g., holidays, other job obligations
Schedule staff
Adjust staff schedule as needed

15% High Risk/Very Weekly 6 to 12 months Moderate
Important

E21 — Recruit Emplovees and/or Volunteers

Knowledge Of:
e Organizational recruitment goals
e Recruitment strategies, e.g., social media, job fairs, recruitment agencies
e Advantages and disadvantages of different recruitment and selection methods
e Employee selection strategies, e.g., skills matching, minimum eligibility, and

qualification requirements
Interview techniques and etiquette, e.g., behavioral interviews, virtual interviews
Benefits of a diverse workforce

Ability To:

Assess staffing needs, e.g., based on performance levels, service standards, business
forecasts
Collaborate on development of job descriptions and postings:
= Review job or role demands
= Determine required qualifications
Use various recruitment methods, e.g., agencies, job boards, internships, apprenticeships
= Reach broad audience to support organizational values, e.g., diversity,
qualifications
Define selection criteria for employment
Invite qualified applicants to interview
Conduct employment interviews
Conduct pre-employment screening, e.g., employment verification, reference checks,
driving record, criminal background check
Select best candidate
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e Document the outcome of a recruitment process, €.g., complete recruitment scorecards

F — Manage Resources

Common Knowledge:
(Note: These knowledge statements apply to all sub-skills in Skill F)

e Venue mission statement, goals, and objectives

e Applicable legislative requirements and contractual
obligations

e Brand standards and compliance expectations

e Organizational structure, scope, requirements, and
responsibilities

e Relationships between and among all aspects of venue
programming and venue management

e Strategic Planning

F1 — Assist in the Development of a Capital Plan

Knowledge Of:

Project management principles and best practices
Industry trends

Allocated funds for capital projects
Budget/forecasting

Building, structure, and equipment life cycles
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o Identify potential capital projects, for example:
= Review depreciation schedule
= Inspect interior assets, e.g., furniture, fixtures, and equipment
= Inspect exterior of venue, e.g., landscaping, parking, roof
e Review and update priorities as needed
e Develop project plan elements:
= Establish milestones and critical path
=  Qutline plan
= Develop budget
= Determine impact on venue

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
9% High Risk/Very Annually 3 or more years Moderate
Important

e Appropriate protocols and local customs
e Internal and external stakeholders and their interests, issues, influence, and priorities
e Stakeholder satisfaction survey methods

e Conduct surveys and evaluate results

Acknowledge and monitor stakeholder concerns and capabilities

Ensure staff and volunteers understand the expectations of stakeholders

Make recommendations to improve service

Communicate effectively at appropriate levels

Establish positive relationships with stakeholders

Implement an effective conflict resolution process: communicate with staff and
stakeholders the protocol for this process
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% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
9% High Risk/Very Monthly Ongoing Moderate
Important

e Profit and loss statements, e.g., labor productivity, food and beverage cost report, cost
recovery report
e Inventory management e.g., operating equipment, perishables, waste management

e C(ollect data, e.g., cost of sales, labor costs, other operating expenses

e Analyze expenses, e.g., food costs, labor costs, food cost ratio

e Manage variable costs, e.g., productivity, waste, menu engineering

e Adhere to pre-determined budget

e Control inventory, e.g., shelf life, rotation, expiration date

e Calculate the cost of goods sold and determine variance
% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty

Overall Skill

9% High Risk/Very Daily 6 to 12 months Moderate
Important

e Historical costs

¢ Financial accounting systems, policies, procedures, and internal controls

¢ Financial statements and budget management systems

e Budgeting/forecasting

¢ Financial research and evaluation best practices for venue management

e Inventory management

¢ Financial goals
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e Determine resource requirements for budget period:
= Line items
= (Cash flow
= Expense allocations
¢ C(Create business case for budget allocation
e Submit budget for review or approval
= Negotiate allocation with senior management
e Revise allocation based on final approved budget
e Implement and monitor budget

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
9% Severe Annually 1 to 2 years Moderate
Risk/Extremely
Important
e Sponsorship obligations
e Company brand standards
e Internal and external resources
e Venue plans
e Intellectual property, e.g., trademarks and copyrights

e Engage internal and external stakeholders

e Facilitate the research and development process:
= Lead the generation of new concepts and ideas
= Formulate new products and services

e C(Create and present an implementation plan
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% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
9% Moderate Circumstantial 1 to 2 years Moderate
Risk/Important

e Annual business and marketing plans
e Knowledge of GAAP and models

e Establish budget control guidelines, e.g., payment policies and procedures, cost controls
e Schedule regular budget reviews:
= Review bank reconciliations, expenses, and variance history
= Compare budgeted amounts to actual revenues and expenses
= Jdentify variances between budgeted and actual figures
e Monitor revenues and expenses within established time frames:
= Determine cause(s) of variance
= Respond, e.g., revise activities, reallocate funds
¢ Communicate information and decisions to those affected
e Identify opportunities for improved budget performance, for example:
= Seek out new suppliers and revenue streams
= Present recommendations to appropriate individuals
* Pursue ideas for increasing income or reducing expenditures
e Revise budget based on current realities, e.g., loss of a sponsor
¢ Communicate budget performance, e.g., to senior management, owner
e Complete financial and statistical reports

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
9% High Risk/Very Daily 1 to 2 years Moderate
Important
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e Types of contracts and agreements, e.g., supplier contracts, tenant agreements, event
contracts, riders

Methods of monitoring compliance with a contract

Contracting procedures, protocols, and contract components

Existing contractual obligations, e.g., exclusive catering agreement

Operational standards, principles, and best practices

e Review contract terms, e.g., obligations, liabilities
= Adhere to regulatory and legislative enactments and guidelines dealing with contract
law
e Negotiate terms, for example:
= Define roles and expectations
= Define product services or deliverables, e.g., building access times, hourly rates,
service standards
= Determine exclusivity, e.g., sponsorship
= Define project timelines
= Develop communications process
= Define performance standards
e Develop contracts
= Consult with supervisor
e Monitor performance, i.e., verify terms of agreement are met, for example:
= Review timelines
= Verify quality of supplier deliverables
= Inspect products
e Report on activities
e Take corrective action, for example:
= Request changes
=  Modify work plan
= Re-negotiate terms
= Apply penalties

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
9% High Risk/Very Daily 3 to 6 months Moderate
Important
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Assets, e.g., age of equipment, furnishings, structure
Depreciation schedule

Planning tools, e.g., Gantt chart, software

Contracts

Project related EOI/RFP

Procurement processes

Review capital funding and capital plan

Obtain approvals and permits

Secure contractors and suppliers

Manage finances

Inform others of project activities, e.g., owners, senior managers, staff
Monitor work progress against schedules, budgets, resource availability
Prepare progress report/final report:

= Measure results

= Make recommendations

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
9% High Risk/Very Circumstantial 1 to 2 years Very
Important Difficult

e Revenue management, e.g., sales promotions, yield

e (Guest expectations and market trends

e Guest and promoter generated ancillary revenue sources for venues
e Ancillary revenue opportunities driven by social media

e Collect data, e.g., point of sales reports
e Analyze sales, e.g., food, beverage, coverage ratio, catering
e Promote and monitor revenue generation, €.g., pricing strategy, employee incentives
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Apply a revenue management strategy

Determine the impact of market changes on the business
Develop a financial management system

Think entrepreneurially

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
9% High Risk/Very Daily Ongoing Moderate
Important

Target market(s)

Sources of market information, e.g., current and historical
Methods of data analysis

Marketing concepts, e.g., marketing mix

Competitors’ strengths and weaknesses

e Identify strengths, weaknesses, opportunities, and threats (SWOT)
e Identify industry trends and issues

e Identify market segments

e Determine current and future needs and expectations

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
9% High Risk/Very Quarterly 1 to 2 years Moderate
Important

Project negotiation strategies

Needs analysis tools, e.g., SWOT analysis, PESTEL analysis
Project requirements and specifications

Project management systems, tools and best practices
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e Project scheduling models and techniques
e Risk management
e Cost control

e Estimate necessary resources

e Schedule project activities

e Establish timelines and milestones

e Allocate resources to project activities

e Determine disruptions including displacement

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
9% High Risk/Very Circumstantial 1 to 2 years Minimal
Important

Organization’s procurement policies, and procedures
Contracting procedures, protocols, and components

e Supply requirements

e Operational standards, principles, and best practices

e Key performance indicators for service contracts

e Request for Proposal (RFP) and Expression of Interest (EOI) process

e Identify requirements for contract, lease, and supplier agreements

o Assist with EOI/RFP process, e.g., provide specification, timelines

e Evaluate proposals and recommend qualifying bids

e Explore additional external service provider value-added opportunities
% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty

Overall Skill

9% High Risk/Very Circumstantial 6 to 12 months Moderate
Important
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Sustainable practices for reducing environmental impacts and operating costs
Industry programs which support sustainable practices

Local support/consumer demand for sustainable practices, e.g., recycling facilities
Industry trends and best practices

Financial, social, and environmental sustainability

Align sustainability practices with existing organizational processes:

= Environmental management

=  (Cleaning

* Food and beverage operations

= Conference and meeting planning

= Engineering

Communicate sustainable practices to staff and attendees, e.g., through training,

information on website

Implement conservation practices, for example:

= Reduce energy use, e.g., install compact fluorescent and LED lights, motion sensor
light switches, geothermal technology

= Reduce water consumption, e.g., install low flow toilets, tap aerators

= Decrease printing of documents

Implement recycling programs, for example:

= Purchase recycled and recyclable products

=  Set up recycling collection systems

Minimize and manage waste

= Reduce pollution, e.g., minimize noise and light pollution

= Control use of harmful substances, e.g., chemical cleaning agents, paints

Use environmentally responsible suppliers, as appropriate, e.g., unbleached and recycled

paper, ozone-friendly products

Adhere to legislation to protect the environment

Determine the return on investment of sustainability

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
9% High Risk/Very Daily Ongoing Minimal
Important
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Contract terms and conditions
Client contracts

Venue supplier contracts
Costs of services and goods
Pre-event venue conditions
Reasons for variances
Components of event, e.g., load in time, staff requirements, timeframes
Accounting timelines
Negotiation skills

Client needs

Client history with venue

e Review invoices, e.g., catering, security, event props, labor, overtime
e Inspect premises for damage
= Add to invoices as required
e Review revenue, e.g., box office receipts, deposits received, merchandise revenue
Compare revenues and costs to original estimates
= Explain variances
Negotiate contested costs
Finalize invoices or payouts, e.g., credit memo, checks, cash
Receive payment
Manage past due accounts, for example:
= Send to finance
= Refuse future bookings
= Send to collections
= Consult legal services

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
9% High Risk/Very Circumstantial 1 to 2 years Very
Important Difficult
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¢ Project management tools/techniques, best practices and industry trends
e Project supervision and evaluation
e Time and resource constraints

Determine the work to be performed

Estimate resource requirements, e.g., time, staff

Use project management planning tools, techniques, and best practices
Schedule operations in a logical sequence

Plan for contingencies

Adjust schedules to changing conditions

Monitor work progress against schedules, budgets, resource availability
Monitor the quality of outputs and deliverables

e Evaluate project effectiveness, for example:
= Debrief with relevant parties
= Document activities
= Make recommendations

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
9% High Risk/Very Circumstantial 1 to 2 years Moderate
Important
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G — Manage Risk

Common Knowledge:
(Note: These knowledge statements apply to all sub-skills in Skill G)
e Risk management strategies and plans
e Applicable legislative requirements and contractual
obligations
e Mission statements, goals, and objectives of the organization

G1 — Contribute to Risk Assessment

Knowledge Of:

Types of business risks, e.g., competition, food safety, legal, staff turnover

Impact of types of business risks

Organizational capabilities, e.g., human resources, legal, security, health and safety
Research methods, e.g., sources of legal information

Risk assessment tools, e.g., policies and procedures

Ability To:
e Identify current and foreseeable risks, e.g., spills, maintenance issues, protests triggered
by event

Consult key stakeholders
e Determine the consequences of risks
Document the risk assessment process and proposed control actions

Venue Professional Competency Standards — 2023 ~ Page | 81




(G2 — Eliminate or Control Business Risk

Knowledge Of:

e Risk management plans and techniques
e Documentation requirements, e.g., accident report
e Legal and insurance policies and procedures

Ability To:

Assess risk issues

Monitor risks

Implement risk control measures, e.g., skid resistant shoes for servers
Communicate requirements

Conduct relevant training, e.g., alcohol management

Assess the effectiveness of risk control measures

Develop risk management reports and risk profiles

Recommend improvements to risk management practices

Analyze the return on investment of business decisions and actions:
=  How much is risk reduced

= s the risk prevention initiative cost effective

8% High Risk/Very Daily Ongoing Very
Important Difficult

(G3 — Health Emergencies/Crisis Management

Knowledge Of:

e Applicable codes and legislation
e Health emergency/crisis management and industry best practices

Ability To:
e Monitor adherence to applicable legal, regulatory, and operational requirements
o Communicate to employees, clients, stakeholders, and the public the venue’s protocols
and responses to health emergencies/crises
e Monitor industry trends developing in response to the health emergencies/crises

Venue Professional Competency Standards — 2023 ~ Page | 82




G4 -

Implement Security Measures

Knowledge Of:

Policies and procedures
Security guidelines/protocol
Potential security issues
Preventive security measures
Legal issues and liabilities
Emergency contact numbers

Ability To:

Identify security needs, considering;

=  Venue layout

= Types of activities that may affect security, e.g., serving alcohol
Attendee needs, e.g., protection of valuables, confidentiality

= Number and nature of entrances and exits

= Traffic patterns

Participate in staff training

Explain security procedures to staff, e.g., passive egress

Explain security procedures for emergency situations, for example:

= Crowd control

= Evacuation

Identify internal and external security communication systems and equipment, e.g., two-
way radios

Report and document procedures
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G5 — Manage Compliance with Workplace Health and Safety

Regulations

Knowledge Of:

e Applicable codes and legislation, e.g., fire, public health, and safety
o Life safety codes
¢ Union agreements addressing workforce safety

Ability To:
e Implement a health and safety strategy:
=  Set health and safety goals
» Provide health and safety training
= Post health and safety information
» Compare outcomes to health and safety goals
e Keep informed on legislative and organizational changes
e Monitor health and safety strategies
e Respond to incidents of non-compliance, for example
* Document incident
= Take corrective action
= Follow up to ensure compliance
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G6 —

Manage Crises and Controversies

Knowledge Of:

Communications policies and protocols

Public relations strategies

Current and emerging issues

Conlflict resolution

Risk management plan

Business continuity plan

Legal requirements, e.g., public versus private rights

Ability To:

Monitor news related to venue and stakeholder environments

Recognize potential of incidents to escalate

Notify relevant personnel of situation, for example:

= Affected departments

= PR director

= Security

= Executive management

Follow communication protocols, e.g., for media interaction, approved messaging
Consult legal counsel, if applicable

Gather facts to verify or dispute claims

Integrate control of crises and controversies into public relations strategy
Maintain consistent, agreed upon messages

= Messaging must reflect mission statement, goals and objectives
Record actions taken

Recommend future changes
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G7 -

Operate a Safe Environment

Knowledge Of:
e Security legislation and guidelines
e Occupational health and safety regulations
e Workers Compensation Board regulations and reporting procedures
e Legal responsibilities of employers and workers for site safety

Emergency preparedness strategies

Accident prevention strategies

Incident reporting and follow up

Types of risk factors associated with venue programming and operations
Crowd management strategies, techniques, and best practices

Ability To:
e Contribute to the development of a venue safety plan
e Promote a culture of health, safety, and security
e Orient staff, contractors, and attendees on issues of health, safety, and security
e Implement health, safety, and security training, for example:

= Provide employee training on safety and emergency guidelines
= Communicate occupational health and safety regulations

= Conduct injury prevention training programs

= Conduct periodic safety drills, e.g., fire, earthquake, tornado
= Review and update training as needed

Maintain a safe work environment

= Monitor activities for safe work practices and procedures

= Detect health and safety infractions

= Enforce safety guidelines

Establish emergency response measures, for example:

= Procedures for different types of emergencies

= Procedures for the emergency shut off of services

= Procedures for emergencies related to the supply of services
Ensure clear signage, e.g., labels, warning signs

= Identify needs for signage, e.g., customer request, codes, incidents
= Review signage for accuracy

= Remove obstructions to signage

Review inspection documents

Conduct inspections, for example:

= Walk through venue

= Watch for safety issues

Report deficiencies in venue systems, for example:

= Emergency lighting systems

= Fire detection and fire extinguishing equipment

= Emergency and first aid equipment and supplies
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= Personal protective equipment (PPE)
e Maintain occupational health and safety records and reports
= Complete incident reports, e.g., witness reports, contact information
= File report
= Communicate to required parties
= Maintain confidentiality
Conduct incident investigations
Ensure the availability and accessibility of health and safety facilities, equipment,
resources, and supplies

G8 — Promote Workplace Health and Safety

Knowledge Of:

Occupational health, safety, and life safety legislation and codes
e Layout of venue, for example, locations of:

= Shut off mechanisms

= Emergency exits and evacuation routes

* Emergency equipment and first aid kits

e Potential workplace hazards

e Workplace Hazardous Materials Information System (WHMIS)

e Emergency response procedures

e Roles of trained personnel, e.g., fire warden, staff with First Aid training
Ability To:

e Participate in training for staff
Communicate health and safety information, e.g., post warnings, provide chemical
product information

e (Conduct safety meetings
Post signs, e.g., ladder safety
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e Provide opportunities to practice emergency response procedures, e.g., fire and
evacuation drills

e Monitor adherence to applicable legal, regulatory, and operational requirements
Establish system for reporting and recording incidents

H — Provide Quality Experience

Common Knowledge:
(Note: These knowledge statements apply to all sub-skills in Skill H)

e Mission statement, goals, and objectives of the organization

e Organizational structure/own role, responsibility, and level of
authority

e Team leading, delegating, and empowering

e Policies and regulations addressing the accessibility of venues

e Applicable legislation, e.g., human rights legislation, privacy
act

e Technology trends used to enhance the experience

e Venue Sensory Exposures Audit

e Operational standards, principles, policies, procedures, and
best practices

e Brand or venue standards

e Loyalty programs

e Communication skills
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H1 — Create a Culture of Service

Knowledge Of:
e Attendee expectations
e Tenant expectations
e VIP amenities
e Information about attendees and tenants, e.g., frequent visitors

Attendee satisfaction survey methods

Strengths and weaknesses of products and services
Service standards

Brand standards

Competitor activities, products and services

Ability To:
e Emphasize the importance of providing value to tenants and attendees
e Train employees in customer service, for example:
= Expressing genuine interest in assisting tenants, clients, and attendees
= Recording profile information
= Anticipating needs
= Responding to requests
= Offering additional assistance when necessary
= Managing tenant, client and guest expectations
* Promoting the local area
e Provide information about products and services, including:
=  Competitive advantage
= Value statements
¢ Promote loyalty and/or incentive programs, including features and benefits
¢ Ensure staff understand:
= Attendee expectations
= Tenant expectations
= Their roles and responsibilities in meeting and exceeding expectations
= Venue standards of service
e Empower staff to deliver exceptional service

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
11% High Risk/Very Daily Ongoing Moderate
Important
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H2 — Ensure Accessibility and Compliance with all Applicable
Regulations

Knowledge Of:

e Health, safety, and security considerations
e Problem-solving and decision-making skills
e Legislation, compliance, and regulatory laws and protocol

Ability To:
e Identify and meet legislative and regulatory requirements
e Communicate and emphasize to employees, contractors, service providers, and clients
that compliance with accessibility laws and guidelines is required
e  Make accessibility and nondiscrimination an integral and routine part of day-to day
operations
Provide training to staff on how to interact with people with disabilities
Embrace accessibility as an organizational asset
Recognize challenges of architectural accessibility
Establish policies, procedures, and best practices addressing the issue of programmatic
accessibility
e Stay current on changes in policies, regulations, and guidelines addressing accessibility
within the realm of public accommodations

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
11% Severe Daily 6 to 12 months Minimal
Risk/Extremely
Important

H3 — Handle Concerns and Complaints

Knowledge Of:

Problem-solving and decision-making skills
Facilitation and de-escalation techniques
Negotiation and mediation techniques
Brand standards

Policies, procedures and best practices
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Ability To:
¢ Listen to attendee concerns or complaints:
= Paraphrase to ensure understanding
= Ask open questions for clarification
e Empathize with attendee:
= Acknowledge inconvenience, e.g. apologize, if applicable
= Show appreciation to attendee for voicing concern or complaint
= Understand the impact of the potential outcomes for all parties
e Remain impartial:
= Take concern or compliant seriously but not personally
= Maintain composure
e Investigate facts, if necessary
e Identify possible solutions:
= Consider available resources
= Ask for attendee’s input
e Select best mutually acceptable solution:
= Notify attendee of actions to be taken
= Ensure that concern or compliant has been resolved
Record concern or complaint and actions taken
Inform superiors of concern or compliant, if required
Take action to prevent similar occurrences in future, e.g., address issue at staff meeting
Follow up with attendee, e.g., inform of action taken, confirm satisfaction

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
11% High Risk/Very Daily 1 to 3 months Minimal
Important

H4 — Monitor Venue Attendee Satisfaction

Knowledge Of:

e Attendee expectations

Customer Relationship Management (CRM)
Technology trends used to enhance the experience
Methods of surveying attendee satisfaction
Strengths and weaknesses of products and services
Brand and venue standards

Loyalty programs

Competitor activities, products, and services
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Ability To:

Develop attendee database, e.g., through website, surveys, Customer Relationship
Management (CRM) software

Encourage suggestions from attendees, staff, and stakeholders and respond appropriately
to feedback

Collect feedback about products and services, for example:

= Ask attendees about their impressions

= Provide comment cards on site

= Send link to online survey via email

=  Monitor online ratings and reviews, e.g., from third party booking websites

= Respond to feedback e.g., improve quality of products, services or staff performance

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
11% High Risk/Very Weekly Ongoing Minimal
Important
HS5 — Supervise Event Programming
Knowledge Of:
e Sales opportunities
e Trends in promotional activities
¢ Event management components
e Target advertising

Concepts in developing a desirable programming mix
Community standards
Capabilities of the venue

Ability To:

Research customer needs and interests

Identify new marketing approaches and platforms

Determine resource requirements

Integrate event programming activities with other marketing activities

Assess potential partnership opportunities with sponsors, donors, suppliers, and other
compatible organizations

Consider and assess venue programming objectives, and education and learning
principles

Research and identify new programming ideas and components

Match program format and outcomes to stakeholder objectives

Monitor to ensure obligations are fulfilled
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e Determine advertising needs of internal and external operations

e Evaluate strengths and weaknesses of available media outlets and techniques

e Develop a successful event production plan

e Identify internal and external forces that impact programming
% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty

Overall Skill

11% High Risk/Very Daily 3 to 6 months Moderate
Important

I — Use Management SKills

Common Knowledge:
(Note: These knowledge statements apply to all sub-skills in Skill 1)
e Mission statement, goals, and objectives of the organization
e Scope and requirements of events, e.g., human resources,
marketing, logistics, and operations
e Positive strategies to mitigate stress
e Calculated risk-taking
e Management styles and Communication skills
e Effective leadership
e Organizational structure/own role, responsibility, and level of
authority

[1 — Communicate with Team

Knowledge Of:
e Staff and volunteer areas of expertise, knowledge, skills, attitudes, and roles within the
team
e Delegation of responsibility
e How every department contributes to the overall success of the venue
e Effective skills that support productive communication, conflict management, and goal
setting
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e Respect reporting protocols

e Discuss department operations, for example:
= Staffing, budget concerns
= Report issues as required

e Provide feedback

¢ Invite discussion

e Make changes as discussed:
= Respond within established timelines

e Submit formal plans as required

e Provide updates as required

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
14% Severe Daily 1 to 3 months Moderate
Risk/Extremely
Important

e Facilitation techniques
e Meeting procedures
e Purpose of meeting

e Prepare for meeting, for example:
= Determine purpose of meeting, e.g., to introduce policy
= Arrange details of meeting, e.g., date, time, agenda
= Distribute agenda ahead of time
= Invite input from stakeholders about topics
= Ensure room is properly set up
e Start on time
e Follow agenda:
= Set parameters at beginning of meeting
= Keep conversation on topic
= Minimize disruptions
= Encourage input from all participants
= Adhere to timelines
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e Monitor audience, e.g., look for signs of confusion, boredom, or lack of understanding

e Ensure minutes and details of actions to be taken are recorded, e.g., date of next meeting,
policy revisions, action plan

¢ End meeting at or before scheduled time

e Distribute minutes from meeting

e [Evaluate effectiveness of meeting, for example:
= Review agenda and goals
= Review ideas generated

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
14% High Risk/Very Daily 6 to 12 months Moderate
Important

e Requirements of the task, e.g., time, skills, knowledge
e Individual workloads

¢ Individual motivators

e Staff capabilities

Determine tasks to be delegated

Choose staff member best suited to task

Outline expectations, e.g., deadlines, desired results

Apply strategies to ensure team members are encouraged to participate in the decision-
making process and make decisions within agreed-upon limits

Monitor progress and ensure task is completed as required

e Follow up as required, e.g., provide coaching

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
14% High Risk/Very Daily 1 to 3 months Moderate
Important
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Listener or audience information needs

Verbal and nonverbal communication techniques

Communication barriers, e.g., second-language difficulties, noisy environment
Diversity of individuals, e.g., characteristics, values, beliefs, behaviors, experiences
Available technology and resources

Demonstrate listening skills:

= Display interest and enthusiasm

= Give speaker undivided attention

= Use appropriate body language and facial expressions, e.g., nod, smile, use
appropriate eye contact

= Allow speaker to finish before responding

= Paraphrase or ask questions to clarify or confirm information

Demonstrate speaking skills

= Present clear, concise and focused message

= Use language and level of formality appropriate to audience, e.g., avoid industry
jargon when speaking with attendees

= Use appropriate volume, tone, inflection and speed, e.g., use empathetic tone when
explaining that a product or service is not available

= Use correct grammar and pronunciation

= Avoid excessive filler words, e.g., um, like, you know, okay

= Use nonverbal communication to reinforce verbal message, e.g., pauses, eye contact

= Ensure message is understood, e.g., ask for questions

= Reword or repeat message, if necessary

Demonstrate writing skills:

= Use format, tone, content, and style appropriate to purpose and audience

= Use plain language

= Use correct grammar

= Consider impact of message

= Ensure message is clear and complete

= Proofread draft and revise as necessary

* Provide support materials as needed, e.g., attachments

= Ensure message is received and understood
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% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
14% Severe Daily 1 to 3 months Minimal
Risk/Extremely
Important

e Purpose of the decision
e Impact on organization and departments

e Review situations that require decisions:
= Obtain additional information, if necessary
= Refer to previous experience for possible solutions, if applicable

committee

Assess time constraints
Identify effects on other departments, e.g., human resources
Make choices considering best interests of all involved, e.g., consider legal implications
Request input from others as appropriate, e.g., mentors, department managers, executive

Implement decision

e Communicate decision to those affected

= Explain rationale
= Respond to inquiries
e Evaluate outcome:
= Make adjustments as needed
e Document details, actions taken, and results, as needed

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
14% Severe Daily Ongoing Moderate
Risk/Extremely
Important
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16 — Make Presentations

Knowledge Of:

Technology related to presentation, e.g., software, hardware
Audience

Subject matter

Presentation styles

Room layout

Industry terminology

Ability To:

Identify purpose of presentation

Organize material logically

Use language appropriate to audience

Vary tone, volume, inflection and rate of speech

Be accurate, clear and concise

Use presentation aids, e.g., audio, visual, print

Prepare support materials, e.g., brochures, pamphlets, registration forms
Be prepared to start on time

Interact with audience

Keep presentation within time limit and on topic

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill

14% Moderate Risk/ Weekly 1 to 3 months Moderate
Important

[7 — Manage Stress

Knowledge Of:

Causes of stress, e.g., personal/team members
Positive strategies to mitigate stress
Stress and fatigue management resources
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Attend to own personal needs, e.g., physical, emotional, spiritual, family, financial
Balance personal and professional life

Recognize own limitations and those of others

Use stress reduction strategies, for example:

=  Work within limitations

= Restrict number of tasks

= Restrict number of days worked

= Delegate tasks

= Seek assistance in task prioritization

Recognize the effect your stress has on others

Manage time and tasks effectively

Maintain sense of humor, e.g., be able to laugh at self

Establish comfortable work environment, e.g., encourage open communication

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
14% Severe Daily Ongoing Moderate
Risk/Extremely
Important

e Tasks that need to be completed
¢ Time management tools, e.g., software, scheduler
e (Capabilities and limits of self, staff and venue

e Set short and long-term objectives that:
= Reflect venue goals
= Are measurable, realistic and achievable
e Identify tasks to be completed for each objective
e Prioritize tasks
= Make adjustments as required
e Set critical dates for completion of tasks, considering:
= Other responsibilities competing for time
= Available resources
= Business levels, e.g., high volume versus low volume
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e Delegate tasks as necessary

e Accommodate unforeseen circumstances

e Assess progress toward objectives:
= Share achievements, issues, problems, and solutions with management and staff
= Identify new tasks that have arisen

e Make recommendations as required, e.g., when timelines cannot be met

e Make adjustments as required, e.g., to timelines

% of Professional | Criticality/Level of Frequency Time to be Level of
Time Allocated to Importance Proficient Difficulty
Overall Skill
14% Severe Daily Ongoing Moderate
Risk/Extremely
Important

e Facilitation and negotiation techniques and best practices
e Applicable labor legislation
e Strategic thinking

e Identify issues, time constraints, resources, and goals
e Understand the impact of the potential outcomes on all parties
e Effectively negotiate with others to achieve results that are in the best interest of all
parties
e Discuss options
= Determine where parties are willing to compromise, and to what degree
e Agree on viable option:
= Identify action to be taken
e Ensure action is carried out
= Set deadlines, if necessary
= Monitor outcomes
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14% Severe Daily Ongoing Moderate
Risk/Extremely
Important
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Appendix 1: Core Competencies

Summary Chart

A.
Conduct
Administrative
Duties

Coordinate

Office
Administration

Maintain
Organizational
Records

Write Reports

Acquire
Sponsors

B.
CONDUCT
MARKETING AND
PROMOTIONAL
ACTIVITIES

Engage in Public
Relations
Activities

Monitor
Internet
Presence and
Social Media
Activity

Coordinate
Promotions

Implement an
Integrated
Marketing Plan

Promote
Tourism,
Economic

Development
and Local Area

Create
Incentive or
Loyalty
Programs

Implement
Sales Activities

Develop Sales
Plan

Meet
Sponsorship
Terms and
Conditions
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C.
DEMONSTRATE
LEADERSHIP
SKILLS

D.
MANAGE
OPERATIONS

Encourage Inter-
Departmental
Collaboration

Promote
Constructive
Policies on
Diversity, Equity,
Inclusion, and
Accessibility

Exhibit
Professionalism

Promote
Workplace
Performance

Manage with
Ethics and
Integrity

Support
Organizational
Change

Participate in
Continuous
Learning

Comply with
Collective
Agreements

Maintain
Standards,
Policies and
Procedures

Comply with
Legislation and
Regulatory
Requirements

Maintain Venue
Outlets, Retail
and Vendor
Services

Demonstrate
Environmental
Responsibility

Monitor Event
Operations

Maintain Daily
Operations

Oversee
Maintenance of
Facilities and
Equipment

Oversee Service
Contracts
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E.
MANAGE
PEOPLE

E1.
Apply Reward
and Disciplinary

Measures

ES.

Control Payroll
Expenses

E9.

Develop
Performance
Management

Plan/Apply Staff
Development

Plan

E13.

Evaluate the
Effectiveness of
Training

E17.

Manage
Diversity in the
Workplace

E21.

Recruit
Employees
and/or
Volunteers

E2.

Assess Training
Needs

E6.

Deliver
Employee or
Volunteer
Training

E10.

Develop
Scheduling
Guidelines

E14.

Facilitate
Employee or
Volunteer
Orientation

E18.

Manage Staff
Layoffs,
Terminations
and
Resignations

Coach Staff

E7.

Determine
Normal Staffing
Requirements

E11.

Develop
Standard
Operating
Procedures and
Guideline
Manuals

E15.

Follow Payroll
System
Requirements

E19.

Monitor Staffing
Plan

E4.

Conduct
Performance
Reviews

ES.

Develop and
Implement
Internship
Programs

E12.

Develop
Training
Programs

El6.

Maintain a
Positive
Workplace
Environment

E20.

Prepare Event
Staffing Plan
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Assist to
Identify,
Assist in the Cultivate, and
Control Create
Development of Manage All Expenses Budeet
a Capital Plan Internal and P g
External
Stakeholders
Develop New Manage
Concepts for Manage Manage Implementation
Production and Budgets Contracts of Capital
Services Projects
Procure
. Perform a .
Optimize Plan a Services,
Departmental )
Revenues . Project Contract
Analysis )
Suppliers
Promote . Supervise
. Reconcile .
Sustainable Project
. Contracts .
Practices Implementation

G.
MANAGE
RISK

Contribute to
Risk
Assessment

Manage
Compliance
with Workplace
Health and
Safety
Regulations

Eliminate or
Control
Business Risk

Manage Crises

and

Controversies

Health
Emergencies/Crisis
Management

Operate a Safe
Environment

Implement
Security
Measures

Promote
Workplace
Health and

Safety
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Create a Culture
of Service

H.
PROVIDE
QUALITY

EXPERIENCE

Ensure
Accessibility and
Compliance
with all
Applicable
Regulations

Handle Concerns
and Complaints

Monitor Venue
Attendee
Satisfaction

Supervise Event
Programming

Communicate
with Team

.
USE
MANAGEMENT
SKILLS

Make
Decisions

Use Negotiation
Skills

Conduct
Meetings

Make
Presentations

Delegate
Tasks

Manage
Stress

Demonstrate
Communication
Skills

Venue Professional Competency Standards — 2023 ~ Page | 106




Appendix 2: CVP Exam Content

During the job analysis study’s validation survey, Subject Matter Experts (SMEs)
were asked to rate the importance and frequency of each of the competencies and
skills, knowledge, and attributes/abilities (SKAs) in the Venue Professional
Competency Standard (e.g., how important is this competency/SKA to a venue
professional's job and how frequently does a venue professional perform this skill).
Based on these results, the approximate percentage of items or questions that
candidates taking the CVP examination will expect to receive for each of the core
competencies are as follows:

A. Conduct Administrative Duties ~ (approximately 11% or 17 questions)
A.1. - Coordinate Office Administration
A.2. - Maintain Organizational Records

A.3. - Write Reports
B. Conduct Marketing and Promotional Activities ~ (approximately 3% or 4 questions)

B.1. - Acquire Sponsors

B.2. - Coordinate Promotions

B.3. - Create Incentive or Loyalty Programs

B.4. - Develop Sales Plan

B.5. - Engage in Public Relations Activities

B.6. - Implement an Integrated Marketing Plan

B.7. - Implement Sales Activities

B.8. - Meet Sponsorship Terms and Conditions

B.9. - Monitor Internet Presence and Social Media Activity

B.10. - Promote Tourism, Economic Development and Local Area
C. Demonstrate Leadership Skills ~ (approximately 14% or 21 questions)

C.1. - Encourage Inter-Departmental Collaboration
C.2. - Exhibit Professionalism

C.3. - Manage with Ethics and Integrity

C.4. - Participate in Continuous Learning

C.5. - Promote Constructive Policies on Diversity, Equity, Inclusion, and Accessibility
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C.6. - Promote Workplace Performance

C.7. - Support Organizational Change
D. Manage Operations ~ (approximately 15% or 22 questions)

D.1. - Comply with Collective Agreements

D.2. - Comply with Legislation and Regulatory Requirements
D.3. - Demonstrate Environmental Responsibility

D.4. - Maintain Daily Operations

D.5. - Maintain Standards, Policies and Procedures

D.6. -Maintain Venue Outlets, Retail and Vendor Services
D.7. - Monitor Event Operations

D.8. - Oversee Maintenance of Facilities and Equipment

D.9. - Oversee Service Contracts

D.10. - U.S. Legislation and Regulatory Requirements
E. Manage People ~ (approximately 15% or 22 questions)

E.1. - Apply Reward and Disciplinary Measures

E.2. - Assess Training Needs

E.3. - Coach Staff

E.4. - Conduct Performance Reviews

E.5. - Control Payroll Expenses

E.6. - Deliver Employee or Volunteer Training

E.7. - Determine Normal Staffing Requirements

E.8. - Develop and Implement Internship Programs

E.9. - Develop Performance Management Plan/Apply staff Development Plan
E.10. - Develop Scheduling Guidelines

E.11. - Develop Standard Operating Procedures and Guideline Manuals
E.12. - Develop Training Programs

E.13. - Evaluate the Effectiveness of Training

E.14. - Facilitate Employee or Volunteer Orientation

E.15. - Follow Payroll System Requirements

E.16. - Maintain a Positive Workplace Environment
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E.17. - Manage Diversity in the Workplace

E.18. - Manage Staff Layoffs, Terminations and Resignations
E.19. - Monitor Staffing Plan

E.20. - Prepare Event Staffing Plan

E.21. - Recruit Employees and/or Volunteers

E.22. - U.S. Legislation
F. Manage Resources ~ (approximately 9% or 14 questions)

F.1. - Assist in the Development of a Capital Plan

F.2. - Assist to Identify, Cultivate, and Manage All Internal and External Stakeholders
F.3. - Control Expenses

F.4. - Create Budget

F.5. - Develop New Concepts for Production and Services
F.6. - Manage Budgets

F.7. - Manage Contracts

F.8. - Manage Implementation of Capital Projects

F.9. - Optimize Revenues

F.10. - Perform a Departmental Analysis

F.11. - Plan a Project

F.12. - Procure Services, Contract Suppliers

F.13. - Promote Sustainable Practices

F.14. - Reconcile Contracts

F.15. - Supervise Project Implementation
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G. Manage Risk ~ (approximately 8% or 12 questions)

G.1. - Contribute to Risk Assessment

G.2. - Eliminate or Control Business Risk

G.3. - Health Emergencies/Crisis Management

G.4. - Implement Security Measures

G.5. - Manage Compliance with Workplace Health and Safety Regulations
G.6. - Manage Crises and Controversies

G.7. - Operate a Safe Environment

G.8. - Promote Workplace Health and Safety
H. Provide Quality Experience ~ (approximately 11% or 17 questions)

H.1. - Create a Culture of Service

H.2. - Ensure Accessibility and Compliance with all Applicable Regulations
H.3. - Handle Concerns and Complaints

H.4. - Monitor Venue Attendee Satisfaction

H.5. - Supervise Event Programming
I. Use Management Skills ~ (approximately 14% or 21 questions)

I.1. - Communicate with Team

1.2. - Conduct Meetings

I.3. - Delegate Tasks

[.4. - Demonstrate Communication Skills
L.5. - Make Decisions

1.6. - Make Presentations

I.7. - Manage Stress

1.8. - Manage Time

1.9. - Use Negotiation Skills
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Appendix 3: Body of Knowledge

The following sources have been validated in relation to where respective CVP exam
questions will be taken. (April, 2022)

1. 2025 PUBLIC ASSEMBLY VENUE MANAGEMENT TEXTBOOK:
Mahoney, Kimberly, PhD, Esckilsen, Lee A., CFE, CHE, Jeralds, Adonis “Sporty”,
CVE and Camp, Steve CFE, Public Assembly Venue Management: Sports,
Entertainment, Meeting, and Convention Venues, 2025; Kendall Hunt
Publishing, Dubuque, lowa, ISBN13 978-1-7924-2601-8

2. 2019 IAVM VENUE MANAGEMENT SCHOOL MONOGRAPHS:
Monographs are from the IAVM Venue Management Year 1 (100 level) and Year 2
(200 level) course presentations from the 2019 School at Saddlebrook

Resort, Tampa, Florida; NO AUTHOR LISTED FOR THE 2019
MONOGRAPHS AS IT HAS BEEN DETERMINED THAT MATERIAL IS
EDITED EVERY YEAR BY THE NEW PROGRAM PRESENTER AND ONLY
THE YEAR VERSION/TITLE AND PAGE OF THE MONOGRAPH IS
RELEVANT AS THE SOURCE.

3. 2020/21 TAVM VENUE MANAGEMENT SCHOOL MONOGRAPHS:
Monographs are from the IAVM Venue Management Year 1 (100 level) and Year 2
(200 level) course presentations from the 2020/21 School at Saddlebrook
Resort, Tampa, Florida; NO AUTHOR LISTED FOR THE 2020/21
MONOGRAPHS AS IT HAS BEEN DETERMINED THAT MATERIAL IS
EDITED EVERY YEAR BY THE NEW PROGRAM PRESENTER

AND ONLY THE YEAR VERSION/TITLE AND PAGE OF THE
MONOGRAPH IS RELEVANT AS THE SOURCE.

4. TAVM GLOSSARY OF TERMS: IAVM GLOSSARY OF TERMS,
2ND EDITION, 2011-2012, International Association of Venue Managers,
5601 Executive Drive, Suite 450, Irving, Texas 75038; IAAM Glossary of
Terms (1avm.org)
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https://iavm.org/sites/default/files/documents/iavm_glossary_of_terms_2012.pdf
https://iavm.org/sites/default/files/documents/iavm_glossary_of_terms_2012.pdf

5. FACILITY MANAGER MAGAZINE: Facility Manager Magazine (Title
changed to Venue Professional in July, 2020) is published quarterly by International
Association of Venue Managers, 5601 Executive Drive, Suite 450, Irving, Texas
75038; Venue Professional Magazine — International Association of Venue
Managers (iavm.org) / Past Issues — International Association of Venue Managers

(iavm.org)

6. FACILITY MANAGER ENCORE: Facility Manager Encore was published
Spring/Summer/Fall in 2019 by International Association of Venue Managers, 5601
Executive Drive, Suite 450, Irving, Texas 75038; Past Issues — International
Association of Venue Managers (1avm.org)

7. IAVM 2019 SUSTAINABILITY SURVEY: 2019 Sustainability Survey was
published by International Association of Venue Managers, 5601 Executive Drive,
Suite 450, Irving, Texas 75038; 2019 _sustainability_report-final.pdf (iavm.org)

8. IAVM VENUE PROFESSIONAL COMPETENCY STANDARDS:
Published by International Association of Venue Managers, 5601 Executive Drive,
Suite 450, Irving, Texas 75038; Venue Professional Competency Standards (2014)
V. 1;iavm venue professional competency standard.pdf

9. MEGA-SHELTER BEST PRACTICES PLANNING GUIDE: Mega-Shelter
Best Practices for Planning-Activation-Operations (2010). A product of the I[AAM
Life Safety Council and published by International Association of Venue Managers,
5601 Executive Drive, Suite 450, Irving, Texas 75038;
Mega Shelter PlanGuide v2email.pdf (iavm.org)

10. PUBLIC ASSEMBLY FACILITIES RECOVERY GUIDE: Public
Assembly Facilities Recovery Guide, 2nd Edition, October 2020; developed by the
IAVM Reopen and Recovery Task Force comprised of industry leaders from venues
and allied organizations; published by International Association of Venue Managers,
5601 Executive Drive, Suite 450, Irving, Texas 75038; rr-guide.pdf (iavm.org)

11. IAVM COVID 19 OUTBREAK RESOURCES: International Association of
Venue Managers compilation of Covid 19 resources to include Webinars, GBAC
STAR Accreditation Program, On-line learning sessions, Town Hall meetings which
can be found on the IAVM website under the Resources tab, Safety and Security sub
tab and then Covid 19 Resources: International Association of Venue Managers,
5601 Executive Drive, Suite 450, Irving, Texas 75038;

Safety & Security — International Association of Venue Managers (iavm.org)
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https://iavm.org/venue-professional-magazine/
https://iavm.org/venue-professional-magazine/
https://iavm.org/venue-professional-magazine/past-issues/
https://iavm.org/venue-professional-magazine/past-issues/
https://iavm.org/venue-professional-magazine/past-issues/
https://iavm.org/venue-professional-magazine/past-issues/
https://iavm.org/wp-content/uploads/2022/08/2019_sustainability_report-final.pdf
https://www.iavm.org/sites/default/files/images/iavm_venue_professional_competency_standard.pdf
https://iavm.org/sites/default/files/documents/mspg.pdf
https://iavm.org/wp-content/uploads/2022/08/rr-guide.pdf
https://iavm.org/resources/safety-security/

12. BUSINESS AND CONTINUITY RESILIENCE ZOOMCAST: Peter
Ashwin, AVSS faculty member and Wayne Middleton, Chairman of Australia’s
Venue Mgmt. School Committee produced four podcasts for IAVM related to
business continuity in the COVID era. Zoom cast is available in the On-line learning
section of the compilation of COVID 19 resources; - https://iavm.org/iavm-covid-
19-outbreak-resources-business-continuity-and-resilience-risk-management-
disruption-risk/
https://iavm.org/iavm-covid-19-outbreak-resources-business-continuity-and-
resilience-business-impact-analysis/

13. GBAC STAR ACCREDITATION PROGRAM: available in the GBAC
STAR Accreditation Program section of the compilation of COVID 19 resources
(#11 bibliography source). GBAC-STAR-Accreditation-Handbook-2020-1-1-2.pdf

(issa.com)

14. JAVM_MENTOR CONNECTOR-MENTOR/MENTEE HANDBOOK;
Revised December, 2019, International Association of Venue Managers, 5601
Executive Drive, Suite 450, Irving, Texas 75038. Microsoft Word - Mentor
Handbook 12-19 V 3.docx (iavm.org)

15.TAVM Website: Venue Management industry’s association website contains
information on programs/resources/events/education available for members:
International Association of Venue Managers, 5601 Executive Drive, Suite 450,
Irving, Texas 75038; International Association of Venue Managers (iavm.org) ;
Membership — International Association of Venue Managers (iavm.org) ; Career +
Learning — International Association of Venue Managers (iavm.org) ; Learning
Library — International Association of Venue Managers (iavm.org) ; Mentor
Program — International Association of Venue Managers (iavm.org)
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https://iavm.org/iavm-covid-19-outbreak-resources-business-continuity-and-resilience-risk-management-disruption-risk/
https://iavm.org/iavm-covid-19-outbreak-resources-business-continuity-and-resilience-risk-management-disruption-risk/
https://iavm.org/iavm-covid-19-outbreak-resources-business-continuity-and-resilience-risk-management-disruption-risk/
https://gbac.issa.com/wp-content/uploads/2021/04/GBAC-STAR-Accreditation-Handbook-2020-1-1-2.pdf
https://gbac.issa.com/wp-content/uploads/2021/04/GBAC-STAR-Accreditation-Handbook-2020-1-1-2.pdf
https://iavm.org/wp-content/uploads/2022/07/mentor_hanbook_12-19_v_3.pdf
https://iavm.org/wp-content/uploads/2022/07/mentor_hanbook_12-19_v_3.pdf
https://iavm.org/
https://iavm.org/membership/
https://iavm.org/career-learning/
https://iavm.org/career-learning/
https://iavm.org/category/learning-library/
https://iavm.org/category/learning-library/
https://iavm.org/career-learning/mentor/
https://iavm.org/career-learning/mentor/

Appendix 4: Subject Matter Experts

(SMEs)

During the validation process, the Certification Board used Subject Matter Experts
(SMEs) to identify the core competencies of a venue professional and provide
feedback on each competency standard’s relevance, criticality, and associated skills,
knowledge, and attributes. The individuals who filled this essential role in the

validation exercise are listed below.

The TAVM Certification Board would like to express its sincere thanks to these
individuals for their project participation and their feedback and insights.

David Ax, CVP

Kim Bedier, CVE

Sara Beatty, CVP

David Bennett, CVP, MBA
Justin Brady, CVP

Jana Brooks, CVP

Sean Brown, CVP, MBA
Kevin Bruder, CVE

Mac Campbell, CVP
Mitch Conner, CVP

Adam Cook, CVE

David Cooper, CVP

Jeff Davis, CVE, CVP, CMP
David Daly, CVP

Patrick Donnelly, CVE
Sam Dores, CVE, CVP
Justin Durfey, CVE

Jim Finch, CVE

Sarah Fieger Robertson, CVP
Robert Fingerman, CVE
Jamie Galileo, CVE

Shura Garnett, CVE

Larry Gawronski, CVE
Jennifer Graham, CVE
Eric Granger, CVE

Donna Gray, CVP

Ryan Gruss, CVP

Dean Hassall, CVE

Mark Heiser, CVE
Andrea Hitlin, CVP
Cathy Horn, CVP

Robert Hotaling, CVP
Vickie Hubbard, CVE
Robert Hunter, CVE

Erin Jepson, CVP, CMP
Philip Jordan, CVE
Michael Junod, CVE

Al Karosas, CVE

Scott Kavanaugh, CVE
Ashley Keen, CVP

Alikie Knight, CVP
Mason Krenzien, CVP
Megan Lenertz, CVP

Joe Levy, CVE

Heather Lightsey, CVP, CMP
Dot Lischick, CVE

Tim Long, CVE

Kim Mahoney, PhD, CVP
Michael Marion, CVE
John Marquardt, CVE, CVP
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Karen McCarthy, CVP

Matt McClain, CVP

Kevin MclIntyre, CVE

Mark Mettes, CVE

Michael Meyers, CVE

Glen Mikkelsen, CVE

Brett Mitchell, CVE

Ricky Nichols, CVP

Jennifer Norris, CVE

Kerry Painter, CVE, CMP, CEM
Carrie Paolone, CVE, CVP
Ashely Peacock, CVP

Larry Perkins, CVE, CPP, CMP
Brandi Quick, CVE

Tim Riddle, CVE

Robert Rose, CVE, Ret.
Alexander Russo, CVP

Marty Smith, CVE

Zakiya Smith-Dore, CVP, MBA
Kevin Spence, CVE, Ret.

Robert Stewart, CVE
Megan Stonecipher, CVP
Philip Stout, CVP

Brian Stovall, CVE, CVP
Cheryl Swanson, CVE
Robert Vaughn, CVE, Ret.
Philip Verastro, CVE
Erik Waldman, CVE
Cliff Wallace, CVE
Anne Wheat, CVE, CVP
Danny Wheeler, CVE
Robyn Williams, CVE
Suzanne Williams, CVE
Brian Wright, CVP
Denise Zigler, CVE, Ret.
Nick Zazal, CVP
Stephen Zito, CVE

We apologize if we have inadvertently overlooked and failed to acknowledge any
person who may have contributed to this project.
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