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HOSPITALITY AND MAINTENANCE AMBASSADOR PROGRAM
REQUEST FOR PROPOSALS
Downtown Santa Monica, Inc. (DTSM), is a private, non-profit public benefit corporation, funded in part by
the City of Santa Monica, and in part, by a Property-Based Assessment District (PBAD) to assist the City of
Santa Monica in managing the daily operations and promotional efforts for the area. DTSM seeks proposals
from those interested in administering the Maintenance and Hospitality Ambassador Programs for the
Downtown District. Interested applicants are invited to submit proposals for the entire Hospitality +
Maintenance program, or to submit an individual application for just one of the functional programs.
In its sole discretion, DTSM, Inc. reserves the right to:
(1) withdraw this Request for Proposals (RFP) without notice
(2) accept or reject any or all submittals
(3) accept submittals which deviate from the RFP as DTSM deems appropriate and in its best interest
(4) negotiate with any, all or none of the applicants responding to this RFP
Following submission, each applicant agrees to deliver such further details, information, and assurances as
may be necessary relating to the purpose of providing an Ambassador Program. Presentations regarding
submissions may be required at the sole discretion of DTSM and may include a review of current services
offered at other locations.
Any and all costs and expenses associated with the preparation of any report or statement in response to
the RFP shall be borne by the applicant.
DTSM, Inc. shall have no obligation or liability with respect to this RFP and/or this selection and award
process or whether any award will be made. Any recipient of this RFP who responds hereto fully
acknowledges all the provisions of this disclaimer and agrees to be bound by the terms hereof. DTSM, Inc.
reserves the right to use any information submitted in response to this document in any manner it deems
appropriate in evaluating the services proposed.
Only written proposals will be considered. Any materials submitted will become part of the proposal and
may be incorporated into any subsequent contract(s) between DTSM and the selected vendor. One
electronic copy on a flash drive and five hard copies of the complete proposal must be received by 4:00
p.m. on Thursday, April 26, 2018.
The proposals should be addressed to:
Downtown Santa Monica, Inc.
Attn: Nick Efron, Public Space Manager
1351 Third Street Promenade
Suite 201
Santa Monica, CA 90401
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Overview
Downtown Santa Monica, Inc. (DTSM) is a private, non-profit, public benefit corporation located in
Downtown Santa Monica. DTSM’s purpose is to provide enhanced maintenance, Ambassadors,
marketing, and special projects above and beyond those provided by the City of Santa Monica. Property
owners within the Downtown Property-Based Assessment District (PBAD) boundaries pay a special
assessment designed to fund these programs, which focus on improving the physical and economic
environment and creating a safe and inviting atmosphere for Downtown. One of the most important
elements needed to achieve this goal, and one that warrants special attention, is providing active
management on District streets.
In 2009, DTSM launched an Ambassador Program for the Downtown District and since that time,
property owners, tenants and visitors have expressed that they feel much safer with a higher, more
visible presence provided by the Ambassador Program. Ambassadors are hosts who are trained in a
variety of tasks, including providing information to visitors, offering escort services for employees,
reporting maintenance issues, and being witnesses against persons that commit crimes. In 2017 the
DTSM Ambassador Program expanded its geographical territory to include two downtown-adjacent parks
– Tongva Park and Palisades Park.
DTSM’s Ambassador Program is carefully coordinated with existing municipal services such as those
provided by City of Santa Monica Public Works Department and the Santa Monica Police Department.
Ambassadors carry communications devices to to measure their program outputs and contact other
agencies as appropriate. DTSM manages program coordination and provides office space and
equipment storage space for the Ambassador Program.

Area of Services
The Contractor will provide DTSM with an Ambassador Program that works within the boundaries of
Downtown (see Service Area Map, Attachment C). The Downtown District is divided into five zones plus
Tongva Park and Palisades Park. Please refer to Ambassador Service Hour Schedule, Attachment D for a
sample of what the level of deployment across all services areas may look like. It is crucial for the success
of the Ambassador Program that this coverage be documented and records of the selected vendor’s
deployment may be audited at DTSM’s discretion. Ambassadors cover designated areas on a specific
schedule, determined in advance by DTSM and the Contractor.

Terms and Conditions of the Contract
The term of this contract will be for thirty-six (36) months commencing on July 1, 2018. Thereafter, DTSM
will have the option to renew said contract for a minimum period of three (3) months for up to two (2)
additional years. DTSM may terminate the contract without penalty at any time, with or without cause, by
giving the contractor thirty (30) days prior written notice of its election to terminate. In the event the
contractor fails to perform services or is in default under the terms of the contract, DTSM may terminate
the contract immediately and the contractor shall be paid only for the services provided, less any damages
or costs incurred by DTSM in the termination of the contract.
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Ambassador Program
Ambassador Program Overview
The Ambassador Program may be divided into two functional deployments – Hospitality Ambassadors
and Maintenance Ambassadors. Ambassadors will be deployed throughout Downtown, with a
frequency that corresponds to the five zones of service in Santa Monica plus the parks. Ambassadors
will be on foot and/or on Segway, where allowed, and wear distinctive and colorful, preapproved
uniform s that maximize their visibility as well as complements overall Downtown branding efforts.
The primary role of the Ambassadors is to offer hospitality services such as giving directions, offering
escort service, providing restaurant and retail information, and any other customer oriented support
that will make Downtown Santa Monica more inviting. Ambassadors advise visitors, workers and
residents about Santa Monica’s amenities, such as attractions, retail, and restaurant venues and
parking choices. The Ambassadors are a friendly resource for all Santa Monica users.
Ambassadors also work with the Santa Monica Police Department observing a n t i - s o c i a l o r
criminal behavior; illegal vending, graffiti, and illegal use of public property, including code
violations, and will be trained in understanding municipal codes that govern activity and use of
public space.
Ambassadors report maintenance issues in downtown including burned-out streetlights, damaged
newsracks, and trip hazards on sidewalks. If the issue is minor, Ambassadors immediately address it,
like picking up trash on the sidewalk and placing it in a receptacle and removing a flyer or sticker taped
to a light pole. Ambassadors also serve as restroom monitors in the Premier Restrooms located in
Parking Structure #4, Parking Structure #5 and Tongva Park.
Maintenance Ambassadors are specifically responsible for cleaning and janitorial services in the public
right of ways and parking structures. This includes pan-and-broom service, light pressure washing,
stocking supplies, emptying trash bins, and other duties as assigned. For a detailed scope of services in
the downtown parking structures, see Parking Structure Maintenance Activity Chart, Attachment E.
Finally, the Ambassador Program will work in concert with local social service providers, offering
service referrals when appropriate.
Ambassador Program Description
•

The Ambassadors circulate throughout public areas of the District on a daily schedule to
provide the public with information and other assistance. The Ambassadors will be trained
and knowledgeable about points of interest in Downtown, special events, and services located
in and surrounding the District.

•

The Ambassadors, as part of their regular routine, visit Downtown businesses to address any
needs and concerns.

•

The Ambassadors report maintenance issues, pick up loose trash that can be placed in a
trash can, and remove graffiti, stickers, and handbills that, due to their specific nature, can be
addressed immediately.
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•

The Ambassadors will be trained in customer service and public relations in a manner that
promotes the image of DTSM and the City of Santa Monica.

•

The Ambassador Program should incorporate all “best practices” and be equipped with
electronic device(s) to both communicate with appropriate agencies and document
maintenance issues and all interactions with the public.

•

The Ambassadors serve as a presence to enhance the perception of safety in the downtown
and provide an additional information resource to law enforcement. Ambassadors will not be
or function as deputized law enforcement officers, nor will they carry weapons or any kind.
All training with law enforcement will occur through DTSM.

•

The Ambassadors will be outfitted with uniforms selected by the DTSM.

•

Fulfill and adhere to deployment goals as outlined in Attachment D including full-time staffing
and management of public restrooms located in Parking Structure #4, Parking Structure #5 and
Tongva Park.

•

Utilize and maintain an electronic online data and work order system capable of generating
reports and analyzing data statistically, spatially, and in real time.

•

Assist DTSM staff in other duties as assigned such as event setup and teardown.

Contractor’s Responsibilities
•

Staff, supervise, train, and administer the Ambassador Program for DTSM.

•

Uphold rigorous hiring standards that include background checks.

•

Execute above Program Description.

•

Carry out a schedule that can fluctuate daily, seasonally, and as specified by DTSM, to accommodate
special events or other conditions.

•

Develop and provide a training schedule for the Ambassador Program that includes both
classroom and in- field training.

•

Provide and maintain uniforms to the ambassadors from the source agreed to by the DTSM. All
Ambassadors will be distinctly identified (uniformed) as working on behalf of DTSM.

•

Provide appropriate communication devices and all related equipment to Ambassadors.

•

Provide services in a professional manner, to the satisfaction of DTSM.

•

Use an electronic reporting system to document all Ambassador reporting and interactions.

•

Report observed maintenance a n d q u a l i t y o f l i f e needs in the public realm to DTSM.
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•

Interact with the appropriate City of Santa Monica staff in reporting maintenance a n d q u a l i t y
o f l i f e issues

DTSM Responsibilities
•

Oversee Contractor services and contract administration.

•

Provide Operations Center and storage area for the Ambassador Program.

•

Provide assistance and direction to Contractor in the training of the Ambassadors.

•

Coordinate with the City of Santa Monica and other entities.

Personnel
All personnel used by the Contractor under this program will be employees of the Contractor.
Contractor shall pay all salaries, insurance and expenses, all federal social security taxes, federal
and state unemployment taxes, and all other taxes relating to the employees. Contractor must
comply with legal requirements including the Federal Fair Labor Standards Act, Equal Opportunity
Employment, Americans with Disabilities Act, and the City of Santa Monica Living Wage. DTSM has
the right to reject any Contractor e m p l o y e e s o r request immediate replacement without cause.
The Contractor, the Contractor’s employees, and its subcontractors, shall be competent and careful
workers skilled in their respective trades, and comply with the Santa Monica Living Wage. In submission
packet, contractor must address how wages will escalate across the duration of the contract to keep pace
with living wage requirements and encourage employee retention. Subcontractors shall be subject to
prior approval by DTSM. The Contractor shall not knowingly employ nor contract with any person who
engages in misconduct or is incompetent or negligent in due and proper performance of his or her
duties and the Contractor must warrant the fitness of all employees. All Ambassadors must pass a
thorough background check and pass a 10-panel drug test to be administered by the Contractor.
DTSM shall have the right to require the Contractor to remove any employee who displays
misconduct toward the public or public property, or is in any way discourteous or inappropriate to
the public. DTSM shall also have the right to review employment files for all Contractor employees
working in the District.
Training
Training will be important to the success of the Ambassador Program. Training will include extensive initial
training as well as ongoing training programs to refresh basic knowledge. Initial training will consist of
classroom and field instruction prior to ambassadors working in assigned zones. Contractor shall provide
for initial training and appropriate in-service training. Contractor shall submit a detailed training
plan/program and schedule with this proposal. DTSM will coordinate with all City of Santa Monica
departments involved in Ambassador training. Detailed training practices and manuals must be made
available to the DTSM prior to training.
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Training provided by the Contractor at Contractor’s expense shall include, but may not be limited to:
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Philosophy and mission of DTSM and the Ambassador Program
Policies regarding personal conduct, attitude, etiquette
Public relations and customer service
Employee Code of Conduct/Rules and Regulations
Scheduling, assignments, procedures
Uniform maintenance, appearance
Equipment use and maintenance
Radio/Communications device use and etiquette
Daily procedures
Special Events procedures
Data collection, report writing, emergency reporting procedures
Program activity reporting;
Personal safety policies and procedures; emergency procedures
Legal responsibilities
Street Smarts; awareness; dealing with conflict; cultural diversity
Chain of command
CPR/First Aid
Classroom and field training: downtown geography, points of interest, businesses, and services
Segway safety, as applicable
History and organization of the City of Santa Monica
Downtown attractions
Dealing with emotional behavior, mentally ill, homeless, aggressive behavior, etc.
Community sensitivity/cultural diversity
Dealing with youth/gangs

Hours of Operation
DTSM, Inc. proposes that the Contractor will provide Hospitality Ambassadors s e v e n d a y s a w e e k
from generally 8:00 a.m. until 12:30 a.m. Monday through Sunday and until 2:30 a.m. on Friday and
Saturday with daily 24-hour coverage from Maintenance Ambassadors.
Final schedules and staffing will be determined by DTSM and the Contractor, and may be modified
based on seasonal demand or special events. A schedule of holidays observed will be agreed upon in
advance, and employees whose regular work schedule includes an observed holiday will be
compensated with holiday pay. Proposal should outline proposed holiday schedule.
Any schedules or services to be performed outside of the normal scope of the program must be
approved in advance by DTSM. In those cases, Contractor and DTSM will agree on a fee or hourly
rate for providing services for special situations or events not included in the regular weekly schedule.
Ambassadors shall not perform services for private individuals, other organizations, or special events
without the prior approval of DTSM within District boundaries.
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Equipment
Communication Devices - Each ambassador will be equipped with a communications device(s) that
allows them to communicate with their supervisors and other ambassadors. Ambassadors must also be
able to access information from a handheld device and be able to submit activity logs and incident
reports for data collection purposes.
Ambassadors must be able to report maintenance needs via a handheld system that is compatible
with software that is accessible by the Contractor and DTSM.
The Contractor will purchase any/all communication equipment for use by the Ambassadors.
Contractor shall provide regular maintenance for the communications equipment. Contractor shall be
responsible for damage to communications equipment above normal wear and tear and shall replace,
at Contractor’s expense, any equipment lost, stolen or destroyed. All communications devices shall
be maintained in good working order throughout the Contract period. Problems with function of or
damage to communication equipment must be reported to DTSM immediately.
Software – Contractor will utilize an online database that aggregates and stores all Ambassador
interactions, maintenance requests, and other statistics. This software also documents all maintenance
reporting as well as public and business interactions and is accessible immediately to DTSM via a Webbased platform.
All information housed by the Contractor belongs to DTSM and must be returned to DTSM at
DTSM’s request, an obligation that shall survive contract termination.
Other Equipment - Other equipment necessary to perform the above-described scope of services will
be provided by the Contractor and should be detailed in response to the RFP. DTSM will have to
approve any and all equipment proposed for use by the Contractor. DTSM shall have the option to
display the DTSM logo on all equipment used by the Contractor to provide these services. All
equipment purchased with funds under this contract shall belong to DTSM and shall at DTSM’s
option revert to DTSM at the termination of this contract.
Uniforms
All Ambassadors and their equipment will be distinctly identified (uniformed) as working on behalf
of DTSM. DTSM, Inc. will specify the uniform elements and the Contractor will secure through a
vendor/source agreed to by DTSM. The uniform that the Contractor will use will consist of gray shorts
in warmer months and gray pants in cooler months with a button captain’s shirt (color as specified
by DTSM). The shirt will have DTSM’s logo and be designed at DTSM’s specifications. The Contractor
will require all Ambassadors and Program employees to wear a black belt without adornment and
black walking shoes. The Contractor will pay for these uniform elements. The Contractor’s employees
providing services for DTSM will be required to wear uniforms while on duty and the uniform will not
be used at any other time, except for the commute to and from work. Contractor will maintain these
uniforms in a clean and acceptable condition at all times. Ambassadors must not wear dirty or
disheveled uniforms while on duty. Additionally, the Ambassador uniform must differentiate
between fulltime Ambassadors and new hires who are still in training. All uniform elements
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paid for by the Contractor are the properties of DTSM and will be accounted for and returned to the
Operations Center by the Contractor.
The Contractor will also supply certain other uniform elements. These items may include: uniform
caps or hats, fanny packs, rain ponchos, rain suits, lightweight jackets and/or heavy jackets.
Contractor will maintain these uniform elements in a clean and acceptable condition at all times.
These uniform elements are the property of DTSM and shall remain in the Operations Center at all
times when not in use. Ambassadors shall not wear uniform items or items with the DTSM logo for
purposes other than assigned duties or during scheduled working hours.

Operations Center
DTSM, Inc will provide an Operations Center for use as a base of operations for the Ambassadors. The
Contractor must conduct space planning for this space to maximize its use. The Contractor must also
furnish the space with whatever items are necessary (e.g. desks, chairs, tables, telephones, etc).
The Contractor will be responsible for overall maintenance of the Center and its furnishings, which
are to be used by their personnel. The Contractor at the Contractor’s expense shall repair any damage
to the facility, other than normal wear and tear. The Center and its contents shall be maintained in a
clean and acceptable condition at all times.

Insurance Requirements
Contractor’s Insurance
Prior to commencing work, the Contractor shall procure and maintain at Contractor’s own cost and
expense for the duration of the contract insurance against claims for injuries to persons or damages
to property which may arise from or in connection with the performance of the work or services
hereunder by the Contractor, his agents, representatives, employees, or subcontractors. The cost of
such insurance shall be included in Contractor’s bid.
Without in any way affecting the indemnity provided, the Contractor shall secure before
commencement of the work and throughout the contract the following types and amounts of
insurance:
Minimum Limits of Insurance
Contractor shall obtain insurance of the types and in the amounts described below (subject to
modification prior to contract execution):
1) Commercial General Liability Insurance
Contractor shall maintain commercial general liability (CGL) with a limit of not less than
$1,000,000 each occurrence/$2,000,000 in the annual aggregate.
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2) Business Auto Liability Insurance
Contractor shall maintain business auto liability with a limit of not less than $1,000,000 each
accident.
3) Workers’ Compensation and Employer’s Liability Insurance
Contractor sh a ll maintain w o r k e r s ’ c o m p e n s a t i o n i n s u r a n c e a s required b y the State
of California a n d Employer’s Liability Insurance in the amount of $1,000,000 per accident for
bodily injury or disease.
Minimum Scope of Insurance
1) CGL insurance shall be written on Insurance Services Office form CG 00 01 (or a substitute form
providing equivalent coverage) and shall cover liability arising from premises, operations,
independent contractors, products-completed operations, personal injury and advertising
injury liability assumed under an insured contract (including the tort liability of another
assumed in a business contract), and explosion, collapse and underground hazards.
2) Business Auto Insurance shall cover liability arising out of any auto (including owned, hired, and
non-owned autos). Coverage shall be written on Insurance Services Office form CA 00 01, CA 00
05, CA 00 12, CA 00 20, or a substitute form providing equivalent liability coverage. If necessary,
the policy shall be endorsed to provide contractual liability coverage equivalent to that provided
in the 1990 and later editions of CA 00 01.
Deductibles and Self-Insured Retentions
Any deductibles or self -insured retentions must be declared to and approved by Downtown
Santa Monica, Inc. and the City of Santa Monica. At the option of D T S M and City of Santa
Monica, either: the insurer shall reduce or eliminate such deductibles or self-insured
retentions as respects t o D T S M and the City of Santa Monica, its officers, officials,
employees, or volunteers; or the Contractor shall provide a financial guarantee satisfactory to
DTSM and the City of Santa Monica guaranteeing payment of losses and related investigation,
claim administration and defense expenses.
Other Insurance Provisions
The general liability and automobile liability policies are to contain, or be endorsed to contain,
the following provisions:
1) Downtown Santa Monica, Inc., its officers, officials, employees, and volunteers as well as the
City of Santa Monica, its officers, officials, employees, and volunteers are to be covered as
additional insured’s with respect to liability arising out of automobiles owned, leased, hired,
or borrowed by or on behalf of the Contractor; and with respect to liability arising out of
work or operations performed by or on behalf of the Contractor including materials, parts or
equipment furnished in connection with such work or operations. Under the CGL policy,
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using the Insurance Services Office additional insured endorsement form CG 2010 or a
substitute providing equivalent coverage, and under the commercial umbrella, if any; DTSM
and City and other additional insured’s mentioned in this paragraph shall not, by reason of
their inclusion as additional insured’s, become liable for any payment of premiums to carriers
for such coverage.
2) For any claims related to this project, the Contractor’s insurance coverage shall be primary
as respects to DTSM, its officers, officials, employees, and volunteers, as well as the City of
Santa Monica, its officers, officials, employees, and volunteers. Any insurance or selfinsurance maintained by the City of Santa Monica, its officers, officials, employees, or
volunteers shall be excess of the Contractor’s insurance and shall not contribute with it.
Workers’ Compensation and Employer’s Liability
The Contractor shall agree to waive all rights of subrogation against Downtown Santa Monica, Inc.
and the City of Santa Monica, its officers, officials, employees, and volunteers for losses arising from
activities and operations of Contractor in the performance of services under the contract.
All Coverage
1) Each insurance required by this clause shall be endorsed to state that coverage shall not be
canceled except after thirty (30) days prior written notice by certified mail, return receipt
requested, has been given to DTSM and the City as set forth in the notice requirement of this
Agreement.
2) If Contractor, for any reason, fails to maintain insurance coverage that is required pursuant
to this Contract, the same shall be deemed a material breach of contract. DTSM and the City,
at its sole option, may terminate this Contract and obtain damages from the Contractor
resulting from said breach. Alternatively, DTSM and the City may purchase such coverage
(but has no special obligation to do so), and without further notice to the Contractor, DTSM
and the City may deduct from sums due to the Contractor any premium costs advanced by
DTSM and the City for such insurance.

Acceptability of Insurers
Insurance is to be placed with insurers with a current A.M. Best’s rating of no less than A: 6 unless
otherwise approved by the City of Santa Monica’s Risk Manager.
Verification of Coverage
Contractor s h a l l f u r n i s h DTSM and the City of Santa Monica with original certificates and
amendatory endorsements effecting coverage required by this section. The certificates and
endorsements for each policy are to be signed by a person authorized by the insurer to bind coverage
on its behalf. The certificates and endorsements should be on forms provided by D T S M or City of
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Santa Monica or on other than DTSM and City of Santa Monica’s forms, provided those forms and
endorsements conform to the requirements. All certificates and endorsements are to be received and
approved by the City of Santa Monica before work commences. D T S M and the City of Santa
Monica reserves the right to require complete, certified copies of all required insurance policies,
including endorsements affecting the coverage required by these specifications at any time.

Subcontractors
Contractor shall include all subcontractors as insured’s under its policies or shall furnish separate
certificates and endorsements for each subcontractor. All coverage for subcontractors shall be subject
to all of the requirements stated herein.

Policies
Contractor shall establish and publish detailed policies and procedures and provide an employee
handbook for all employees. Contractor will adopt and include in employee Handbook policies relating
to personal conduct while on duty, conduct in the Operations Center, and customer service. These
policies will be suggested by and must receive prior approval from DTSM.

Audit
DTSM reserves the right to audit employee payroll records and review testing programs, policies and
procedures, employee handbook, other written information, and observe training.
Contractor shall furnish a weekly and monthly summary of hours of service provided. A weekly and
monthly summary shall be provided to include significant events, problems noted, and an overall
evaluation of performance with suggested corrective action where necessary. Contractor will use the
Web-based platform for tracking work and reporting incidents to DTSM.

Use of Program Logo
Downtown Santa Monica, Inc. has developed the district logo for the exclusive use by DTSM. This logo
shall not be used for other purposes without the written consent of DTSM. Contractor will not use or
refer to DTSM or the District, directly or indirectly, in any advertisement, news release or release to
any publication without written consent of DTSM.

Attachments
ATTACHMENT A
ATTACHMENT B
ATTACHMENT C
ATTACHMENT D

Proposal Materials
RFP Timeline
Service Area Map
Sample Ambassador Service Hour Schedule
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ATTACHMENT A: Proposal Materials

Please submit the following pieces of information in addition to any information requested in the RFP. Interested applicants
are invited to submit proposals for the entire Hospitality + Maintenance program, or to submit an individual application
for just one of the functional programs.
GENERAL INFORMATION:
•
•
•
•
•
•
•
•

•
•

Contractor name and mailing address, phone, fax, and website
Contact name and contact’s phone and email
State if business is local, national, international and indicate the business legal status (corporation, partnership, etc.)
Name of parent company (if any) or subsidiary
Number of years in operation, date and location of incorporation
Location and address of home office and number of professional staff employees at the office
Experience in providing ambassador services to other private and/or public entities
Business unit and individuals by name to be responsible for providing/managing contracting services, including
resumes of individuals. Identify frequency that Senior Management from the corporate headquarters will make
announced and unannounced on-site visits and include a description of the evaluation criteria to be used
Statement of ability to provide requested insurance coverage
Any exceptions to the contract terms proposed herein

NARRATIVE DESCRIPTION:
Include scope of services to be provided, roles and relationship of contractor and DTSM in program development. Explain
how Ambassadors will be instructed to perform their jobs and handle a variety of situations; how they will communicate with
each other, the police and others; and how they will report on their activities.
Clearly define and demonstrate how the services to be provided will be accomplished. Please include as much detail as
applicable and specific examples of how your company has planned, deployed, executed, evaluated and refined services.
Please provide your expectations of DTSM’s involvement in the oversight of the contract and program management.

RECRUITMENT:
•
•
•

Provide a description of personnel policies and practices, including equipment requirements, protocols for preemployment and hiring process, drug tests, training, background screening, and selection procedures.
Explain how staff will be recruited and what criteria will be used to recruit staff.
Describe any role, if any, DTSM will play in the initial and ongoing recruitment activities.

TRAINING:
• Provide details of proposed training (both initial and ongoing), including topics, instructors, schedule, etc. You may
separate the Hospitality and Maintenance components, but note that all Ambassadors must be cross-trained in both.

PERFORMANCE MANAGEMENT AND EVALUATION:
•
•

Provide sample of contractor’s forms and procedures for investigating and reporting incidents.
Explain how you propose to be held accountable by DTSM and how performance of the Ambassador program will be
measured and demonstrated.

EQUIPMENT:
Vendors are encouraged to include within their proposals any additional equipment that may enhance the services provided
by the Ambassadors.

BUDGET AND DEPLOYMENT:
While thinking holistically about the DTSM program across all areas of deployment, provide sufficient itemized detail on
budget and deployment including equipment and supplies costs, training costs, uniform costs, overhead, management fees,
vendor profits and any additional fees. Please submit a proposed management structure and clearly distinguish expenses
related to program management from those for line level ambassadors.
Please clearly demonstrate how contractor would assign, schedule and dispatch staff. Please include:
•
•
•

Detailed deployment schedule covering all DTSM services areas
Methods for increasing visibility
Process for receiving calls requesting services and how the dispatch of Ambassadors will occur. Elaborate on the
communication program to illustrate the most efficient use of Ambassadors and resources.

REFERENCES:
Provide at least three reference names and contract information for similar contracts with other organizations.

COMPANY STABILITY AND FINANCIAL SOUNDNESS:
Please disclose whether the contractor has filed for bankruptcy and whether it has been, or currently is, in litigation, If so,
please outline the details of the case.

TRANSITION:
Please supply a detailed transition plan from the current vendor (if applicable).

ADDITIONAL COMMENTS:
Please list any additional comments and/or suggestions for consideration by DTSM.

ATTACHMENT B: RFP Timeline

RSVP for group site walk by
Group site walk (1p-4p)
Applicant Questions Due
Request for Proposal Submission Deadline:
Potential Applicant Interviews:
Contract Award Date:
Contract Start Date:

Monday, April 2, 2018
Wednesday, April 4, 2018
Friday, April 13, 2018
Thursday, April 26, 2018
Wednesday, May 9 or Thursday, May 10, 2018
Friday, May 18, 2018
July 1, 2018

ATTACHMENT C: Service Area Map

ATTACHMENT D: Sample Ambassador Service Hour Schedule

ATTACHMENT E: Parking Structure Maintenance Activity Chart

