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I.  Introduction and Schedule 
 
 
A. General 
 
San Francisco International Airport (“SFO” or “Airport”) is Northern California’s premiere airport, serving 
hundreds of destinations throughout the United States and abroad. It is a world-class, award-winning airport 
that is consistently rated as one of the top airports in the world for the efficiency and quality of service 
rendered to travelers. In 2017, SFO served more than 56 million guests with non-stop flights to 83 U.S. 
cities on 13 domestic airlines and 49 international cities on 41 international carriers. In fiscal year 16/17, 
the Airport, an enterprise department of the City and County of San Francisco, accounted for $8.4 billion 
in business activity and supported over 42,800 direct jobs. SFO’s mission is to provide an exceptional 
airport in service to our communities and is committed to redefining air travel. 
 
The Airport seeks to provide guests with world-class customer service, unique to SFO. The Airport 
community that serves these guests is composed of nearly 25,000 employees from hundreds of different 
organizations. Under these challenging conditions, and given that customers largely gauge their airport 
experiences by the quality of service they receive, the Airport wishes to influence the level of service 
provided  both by its own employees (hereafter “Airport Commission Employees”), and the employees of 
the Airport’s contractors (hereafter, “non-Airport Commission employees”).  Toward that goal, the Airport 
wishes to provide resources and programs to educate and focus employees on the importance of excellent 
customer service. 
 
The successful proposer shall demonstrate its ability to develop and facilitate impactful Guest Services 
Training that can be provided to all employees who work at the Airport.  Training content shall be developed 
for both mixed-tenant classes and single-tenant groups. The Airport’s preference is that one facilitator 
moderates all sessions, in order to develop relationships with tenants.  A train-the-trainer format is not 
acceptable. 
 
The successful proposer shall also demonstrate its ability to provide effective Mystery Shopping and 
Consultation Services through which tenants and other businesses operating at the Airport can receive 
feedback and advice regarding the quality of their services, based on reviews from individuals who pose as 
customers and report their experiences. 
 
As used in this RFP, the term “Proposer” refers to any entity submitting a response to the Request for 
Proposals. An entity can be the Prime company only or a joint venture. The term “Contractor” refers to 
the entity awarded the contract. 
 
There is a 5% Local Business Entity (LBE) requirement for subcontractors, as defined in Section VI.N.,  
”Local Business Enterprise Requirements and Outreach.” 
 
The contract shall have an original term of three (3) years.  In addition, the City shall have two (2) options 
to extend the term for a period of two (2) years each, which the City may exercise in its sole, absolute 
discretion. 
 
B. Schedule 
 
 The anticipated schedule for selecting a consultant is: 
 
                        Proposal Phase                                       Date                
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RFP is issued by the City February 12, 2019 
 
Pre-Proposal conference February 19, 2019, 10 AM 
 
If your firm prefers to participate via conference call, please 
RSVP to: Stephanie Francisco via email at stephanie.francisco@flysfo.com. 
by Friday, February 15, 2019, at 1:00 p.m. (PST) with the participant’s name,  
title, firm,e-mail address and phone number and you will receive the dial-in instructions. 
 
Deadline for submission of written questions 
or requests for clarification February 25, 2019, 10AM 
 
Proposals due March 19, 2019, 3 PM 
 
Oral interview with firms selected for 
further consideration To be determined 
 
All referenced times are Pacific Time.  

mailto:stephanie.francisco@flysfo.com
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II.  Scope of Work 
 
 
The Airport is seeking the creation and implementation of innovative strategies designed to enhance the 
guest experience through an increased level of service at SFO. The successful proposer shall contribute to 
the enhancement of SFO’s guest service-focused culture by performing the following services: 
 

1. In collaboration with Airport staff, form an Airport Guest Experience Task Force, comprised of a 
minimum of 10 members representing key Airport stakeholders, such as concessionaires, 
contractors who provide services to guests (e.g. wheelchair providers), SFO’s Revenue 
Development and Management (RDM) division, and its Guest Services Division. The mission of 
the Task Force will be to set-up initial training standards that align with SFO culture and core 
values, and to achieve buy-in from stakeholders on the creation of the Guest Services Training 
Program. 

 
2. As a result, of the training standards developed by the Airport Guest Experience Task Force and 

other feedback received from that group, develop and facilitate a customized Airport-wide Guest 
Services Training Program to improve customer service delivery by Airport Commission and 
non-Airport Commission employees. 
 
Components of the Airport-wide Guest Services Training Program shall include, but not be 
limited to the following: 

 
• Initially develop 5 separate training classes on the subject of guest experience, each no 

longer than 60 minutes in length, conducting a minimum of  12 sessions each month 
• A training approach that is motivational and presentational in nature, and seeks to empower 

employees 
• A training focus that stresses empathy and communication 
• Ability to accommodate a maximum of 100 attendees per session 
• Training content that can be used for a mixed tenant audience, containing a wide variety of 

tenant employees  
• Training content that can be used for single-tenant audiences 
• Content of all versions of the training should include airport-specified goals, as well as 

other content proven to enhance guest experience  
• A training format designed to encourage attendee participation and interaction 
• One facilitator to moderate all sessions is preferred.  A train-the-trainer format is not 

acceptable. 
• Training content should support the overall mission, objective, and initiatives of the Airport 

 
3. Develop and administer an ongoing communication program, including a robust social media 

program, designed to foster relationships with management of concessions, security and aviation 
support services to cultivate continuous needs assessment and encourage these stakeholders to 
send their employees to participate in the guest experience training program, as participation is 
not mandatory. 

 
4. Establish and administer the Mystery Shopping and Consultations Program for concessionaires, 

security, and aviation support services at the Airport. 
 
Components of the Mystery Shopping program shall include, but are not limited to the following: 
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- 
• Conduct approximately 350 Mystery Shops per quarter 
• Creation of a customized program and toolkit for the Airport 
• Comprehensive and effective plan for communicating evaluation results 
• Provide accessible online database for Mystery Shopping results, and submit electronic 

reports to the recipients of the services on a quarterly basis 
• Provide data analysis and appropriate pre-determined rewards for bi-annual Above & 

Beyond Rewards and Recognition program, based on overall Mystery Shopping scores. 
 

5. Develop and facilitate quarterly consultations with management or their representatives from 
concessions, security and aviation support services regarding Mystery Shopping report analysis.  
 
Components of the quarterly Consultation services shall include, but are not limited to the 
following: 

 
• Effectively communicate purpose and objectives of consultations to attendees in advance 
• Conduct quarterly group consultations with management or their representatives from 

concessions, security and aviation support services to convey data, identify strengths and 
areas needing improvement, and provide personalized solutions   

• Present quarterly analysis of Mystery Shopping results  
 

6. In collaboration with Airport staff, develop and facilitate quarterly meetings of a Guest 
Experience Council to discuss in a round table format customer service and customer experience 
trends at large airports. The panel should be comprised of 6 to 8 Guest Experience professionals, 
drawn from the Airport’s Guest Services division, concessionaires, guest services providers, as 
well as from businesses within the Airport vicinity, such as Airport area hotels.  
 

7. At the Airport’s discretion, the Contractor will conduct on site consultations with select tenant 
managers to help them develop a comprehensive, internal customer service training plan that 
combines the service culture of SFO with their own customer service requirements.  No more 
than four (4) one-hour sessions will be conducted per quarter, unless otherwise approved by the 
Airport.  

 
8.   As-Needed Services 

To be identified with future tasks. As-needed services shall be requested by the City through 
written tasks orders signed by City and Contractor in conformity with requirements set forth in 
Section 4 of the Agreement. The actual scopes of work will be provided when specific projects 
are identified.  The required deliverables and schedules will depend on the individual projects. 
 

 
III. Submission Requirements 

 
 
A. Time and Place for Submission of Proposals 
 
Proposals must be received by 3:00 p.m. (PST), on Tuesday, March 19, 2019. Postmarks will not be 
considered in judging the timeliness of submissions.  Proposals may be delivered in person and left with 
Stephanie Francisco, San Francisco International Airport, SFO Guest Services, International 



RFP for Guest Services Training, Mystery Shopping, and Consultation Services 
 
 
 

AIR-590 (1-15) 5 of 18 February 12, 2019  
 

Terminal, North Shoulder Building, Airport Commission Executive Offices, Fifth Floor, San 
Francisco, CA 94128, or mailed to: 
 
 Stephanie Francisco 
 San Francisco International Airport, SFO Guest Services 
 P.O. Box 8097 
 San Francisco, CA 94128 
 
Proposers shall submit four (4) copies of the proposal and one (1) copy, separately bound, of required 
CMD Forms in a sealed envelope clearly marked Guest Services Training, Mystery Shopping, and 
Consultation Services Proposal, Attn: Stephanie Francisco to the above location.  Proposers shall also 
submit one (1) USB flash device containing Adobe PDF format version of ALL proposal and additional 
documents.  Proposals that are submitted by fax will not be accepted.  Late submissions will not be 
considered. 
 
B. Format 
 
Proposers shall submit the proposal and additional documents (as listed below) in the following format: 
 
 One (1) USB flash drive device containing Adobe PDF format version of ALL proposal and 

additional documents 
 Four (4) copies of the proposal in binders clearly labeled, “RFP 50164.01 – Guest Services 

Training, Mystery Shopping, and Consultation Services Proposal”. 
 One (1) copy, separately bound of required Appendix A - CMD Forms in a sealed envelope clearly 

labeled, “RFP 50164.01 - CMD Forms”. The required CMD forms are listed in Section VI, Paragraph 
N.3.  

 One (1) signed copy, separately bound of: 
o Appendix B – First Source Hiring Agreement 
o Appendix C – Administrative Code Chapter 12X: Contractors in Certain States 
o Appendix F –  Minimum Qualifications Checklist  

 
The four hard copies of the proposal shall be submitted in this format:  
 
 Three-hole recycled paper 
 Letter sized (8.5 x 11 inch); tabloid sized (11x17 inch) pages will be counted as 2 pages 
 Print double-sided to the maximum extent practical 
 Unjustified text is preferred with margins of at least 1” on all sides (excluding headers and footers) 
 Three-ring binders to submit the proposal; do not bind the proposal with spiral binding or glued 

binding 
 Include a Table of Contents if the response is lengthy 
 Tabs or other separators within the document are allowed 
 
C. Content 
 
Firms interested in responding to this RFP must submit the following information, in the order specified 
below: 
 
1. Introduction and Executive Summary (up to 2 pages) 
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Submit a letter of introduction and executive summary of the proposal.  The letter must be signed by a 
person authorized by your firm to obligate your firm to perform the commitments contained in the 
proposal.  Submission of the letter will constitute a representation by your firm that your firm is willing 
and able to perform the commitments contained in the proposal. 
 
2. Statement of Minimum Qualifications (up to 2 pages and Appendix F—Minimum 
Qualifications Checklist) 
 
Describe how the firm meets the minimum qualifications as set forth in Section IV. A. Minimum 
Qualifications of this RFP and submit Appendix F—Minimum Qualifications Checklist. 
 
 
3. Project Approach (up to 5 pages) 
Describe the services and activities that your firm proposes to provide to the City.  Include the following 
information: 
 

a. Description of how your firm approaches the development and facilitation of a 
customized Airport-wide Guest Services Training Program. In addition to this description, please provide 
a relevant sample of a Customer Service training program (i.e., script of a training session, including 
training materials).  The latter items will not be counted toward the page limit. 
 

b. Description of how your firm will develop and administer 
 

1. a Mystery Shopping and Consultation Program; 
 
2. an ongoing communication program, including a robust social media program 

designed to foster relationships with management of concessions, security and aviation support services. 
 

c. Description of how your firm will approach forming and facilitating the Guest 
Experience Task Force and the Guest Experience Council.  
 
              
4. Experience of Firm and Subcontractor(s) (up to 6 pages) 
 
Provide information on your firm and subcontractor(s)’s background and qualifications, which address 
the following: 
 

a. Name, address, and telephone number of a contact person; and 
 

b A brief description of your firm or firms (if joint venture), as well as subcontractors; and 
 
c. Organizational structure of the firm, joint venture entity if applicable, and 

subcontractor(s) 
 

d. A description of not more than four (4) projects similar in size and scope prepared by 
your firm including client, reference and telephone numbers, staff members who worked on each project, 
budget, schedule and project summary.  Descriptions should be limited to one (1) page for each project.  
If another firm or firms (as part of a joint venture) are proposed to provide some of the services, supply 
the above information for each.  For subcontractors, provide information on no more than four (4) prior 
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projects on which the subcontractor performed work similar to the work it will be performing on this 
project. 
 
5. Assigned Project Staff (up to 5 pages) 
 
 a. Provide a list identifying:  (1) each key person on the project team, (2) the role each 
person on the team will play in the project, and (3) a written assurance that the key individuals listed and 
identified will be performing the work and will not be substituted with other personnel or reassigned to 
another project without the City’s prior approval. 
 
 b. Provide a description of the experience and qualifications of the project team members, 
including brief resumes if necessary. 
 
 c. Identify the individual who will be facilitating the sessions, and provide a description of 
his/her qualifications to serve in that role, if not already included.   
 
6. Fee Proposal 
 
The City intends to award this contract to the firm that it considers will provide the best overall program 
services.  The City reserves the right to accept other than the lowest priced offer and to reject any 
proposals that are not responsive to this request. 
 
             a. Please provide Appendix G, Fee Proposal, as well as a list of hourly rates for all staff 
who will be involved in the contract in a sealed envelope as part of the proposal submission. Fee 
proposals not submitted in the approved format will not be considered for evaluation. Hourly rates and 
itemized costs may be used to negotiate changes in the Scope of Work if necessary. Hourly rates will not 
be scored.  
 

b. The approved direct labor rates, if any, as of the effective date of the Agreement will be 
specified in the contract, and shall remain in effect until June 30, 2021.  If this is a multi-year contract, the 
Airport may approve an annual adjustment to the direct hourly labor rates effective July 1st, based on an 
increase in the Consumer Price Index for the preceding twelve (12) months for the San Francisco Bay 
Area as published by the U.S. Department of Labor, Bureau of Labor Statistics, under the title of: 
“Services Less Rent or Shelter – All Urban Consumers – San Francisco/Oakland/San Jose, California” or 
on an increase in the wages of comparable classifications as reflected in the collective bargaining 
agreements between the City and County of San Francisco and the labor organization representing those 
classifications, whichever is lower.  Such adjustment is subject to prior written approval by the Airport 
and in no event will exceed the lower of the above-specified indices unless the proposed adjustment is 
made pursuant to other specific terms of this contract or is necessary to meet the requirements of 
prevailing or minimum wage legislative mandates. 

 
 

7. References (up to 2 pages) 
 
Provide references for the lead firm or firms (if joint venture), lead project manager, and all 
subcontractors,, including the name, address and telephone number of at least one (1) but no more than 
three (3) recent clients (preferably other public agencies). 
 

 
IV.  Evaluation and Selection Criteria 
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A. Minimum Qualifications 
 
All proposers are required to meet the following minimum qualifications: 

1. Proposer must have a minimum aggregate of three (3) years of verifiable experience within the 
past seven (7) years facilitating customer service training at one (1) or more airports with a 
minimum of 10 million enplanements. 

2. Proposer must have a minimum aggregate of three (3) years of verifiable experience within the 
past seven (7) years in facilitating customer service sessions with a large group of employees 
(50-100+) drawn from multiple employers (e.g. the airport, airport tenants, and other employers 
doing business at the airport). 

3. Proposer must have developed and facilitated a customer service training curriculum, and must 
be able to verify it was used to train both airport employees, as well as employees of airport 
tenants and business permittees, in at least one (1) project within the past two (2) years. 

 
Any proposal that does not demonstrate that the proposer meets these minimum requirements by the 
deadline for submittal of proposals will be considered non-responsive and will not be eligible for award of 
the contract. 
 
B. Selection Criteria 
 
The proposals will be evaluated by a selection committee comprised of parties with expertise in customer 
service, training, and/or public speaking.  The City intends to evaluate the proposals generally in 
accordance with the criteria itemized below.  Up to three (3) of the firms with the highest scoring 
proposals may be interviewed by the committee to make the final selection. 
 
1. Project Approach (35 points) 
 

a. Understanding of the challenges associated with bringing employees of competing tenants 
and varied backgrounds together in a learning environment, including the challenges of 
creating stimulating, impactful, and meaningful customer service presentations to employees 
without duplicating or conflicting with current employer programs; and 

 
b. Effectiveness and creativity of proposed approach to Airport-wide Guest Services Training 

Program sessions, that focuses on the importance of personalized guest service; and  
 
c. Effectiveness of proposed approach for developing and administering a Mystery Shopping 

program, including a strategy for assuring staff availability and accessibility, as well as 
effectiveness and comprehensiveness of plan for developing and communicating evaluation 
results.  

 
d.  Effectiveness of proposed approach to facilitating quarterly consultations with management 

or representatives from various backgrounds, and of the proposed approach to formation and 
facilitation of the Guest Experience Task Force and Guest Experience Council that aligns 
with SFO’s needs.  

 
2. Experience of Firm and Subcontractor(s) (20 points) 
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a. Expertise of the firm and subcontractors in the fields necessary to complete the tasks; and 
 
b. Quality of recently completed projects, including adherence to schedules, deadlines and 

budgets; and 
 
c. Experience with similar projects; and 
 
d. Results of reference checks.  

 
 
3. Assigned Project Staff (25 points) 
 

a. Recent experience of staff assigned to the project and a description of the tasks to be 
performed by each staff person; and 

 
b. Professional qualifications and education; and 

   
 
4. Fee Proposal (20 points) 
 
The firm with the lowest cost will receive the full point value.  For all other firms, points will be 
calculated by dividing the lowest cost by their own costs and multiplying that number by 20: the full point 
total for this category.   
 
5. Oral Interview (50 points) 
 
Following the evaluation of the written proposals, up to three (3) proposers receiving the highest scores 
may be invited to an oral interview.  The Airport may elect not to conduct the oral interview for any 
reason or no reason at all.  The interview will consist of standard questions asked of each of the three (3) 
proposers.  Each interview may include a demonstration and/or a brief presentation of project approach, 
staff experience, and firm experience by each team.  The interview may include a demonstration of the 
facilitation style of the proposer based on a classroom situation to be described at a later date.  The 
individual identified as the training session facilitator must be the primary participant in the oral 
interview.    The City will combine both written and oral interview scores of the proposers to arrive at the 
final scores used to select the proposer recommended to proceed with the scope of work.  Instructions 
regarding the oral interview shall be provided at a later date to the invited firms  
 

V.  Pre-Proposal Conference and Contract award 
 
 
A. Pre-Proposal Conference 
 
Proposers are encouraged to attend a pre-proposal conference on Tuesday, February 19, 2019 at 10:00 
a.m. to be held at San Francisco International Airport, International Terminal G, North Shoulder 
Building, 5th Floor Commission Offices.  All questions will be addressed at this conference and any 
available new information will be provided at that time.  If you have further questions regarding the RFP, 
please contact the individual designated in Section VI.B.  
 
B. Contract Award 



RFP for Guest Services Training, Mystery Shopping, and Consultation Services 
 
 
 

AIR-590 (1-15) 10 of 18 February 12, 2019  
 

 
The Airport will select a proposer with whom Airport staff shall commence contract negotiations.  The 
selection of any proposal shall not imply acceptance by the City of all terms of the proposal, which may 
be subject to further negotiations and approvals before the City may be legally bound thereby.  If a 
satisfactory contract cannot be negotiated in a reasonable time the Airport, in its sole discretion, may 
terminate negotiations with the highest ranked proposer and begin contract negotiations with the next 
highest ranked proposer. 
 

 
VI.  Terms and Conditions for Receipt of Proposals 

 
 
A. Errors and Omissions in RFP 
 
Proposers are responsible for reviewing all portions of this RFP.  Proposers are to promptly notify the 
Department, in writing, if the proposer discovers any ambiguity, discrepancy, omission, or other error in 
the RFP.  Any such notification should be directed to the Department promptly after discovery, but in no 
event later than five working days prior to the date for receipt of proposals.  Modifications and 
clarifications will be made by addenda as provided below. 
 
B. Inquiries Regarding RFP 
 
Inquiries regarding the RFP and all oral notifications of an intent to request written modification or 
clarification of the RFP, must be directed to: 
 
Christopher Birch, via email at Christopher.Birch@flysfo.com 
 
C. Objections to RFP Terms 
 
Should a proposer object on any ground to any provision or legal requirement set forth in this RFP, the 
proposer must, not more than ten (10) calendar days after the RFP is issued, provide written notice to the 
Department setting forth with specificity the grounds for the objection.  The failure of a proposer to object 
in the manner set forth in this paragraph shall constitute a complete and irrevocable waiver of any such 
objection. 
 
D. Change Notices 
 
The City may modify the RFP, prior to the proposal due date, by issuing Change Notices, which will be 
posted on the website.  The proposer shall be responsible for ensuring that its proposal reflects any and all 
Change Notices issued by the City prior to the proposal due date regardless of when the proposal is 
submitted.  Therefore, the City recommends that the proposer consult the website frequently, including 
shortly before the proposal due date, to determine if the proposer has downloaded all Change Notices. 
 
E. Term of Proposal 
 
Submission of a proposal signifies that the proposed services and prices are valid for 120 calendar days 
from the proposal due date and that the quoted prices are genuine and not the result of collusion or any 
other anti-competitive activity. 
 
F. Revision of Proposal 
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A proposer may revise a proposal on the proposer’s own initiative at any time before the deadline for 
submission of proposals.  The proposer must submit the revised proposal in the same manner as the 
original.  A revised proposal must be received on or before the proposal due date. 
 
In no case will a statement of intent to submit a revised proposal, or commencement of a revision process, 
extend the proposal due date for any proposer. 
 
At any time during the proposal evaluation process, the Department may require a proposer to provide 
oral or written clarification of its proposal.  The Department reserves the right to make an award without 
further clarifications of proposals received. 
 
G. Errors and Omissions in Proposal 
 
Failure by the Department to object to an error, omission, or deviation in the proposal will in no way 
modify the RFP or excuse the vendor from full compliance with the specifications of the RFP or any 
contract awarded pursuant to the RFP. 
 
H. Financial Responsibility 
 
The City accepts no financial responsibility for any costs incurred by a firm in responding to this RFP.  
Submissions of the RFP will become the property of the City and may be used by the City in any way 
deemed appropriate. 
 
I. Proposer’s Obligations under the Campaign Reform Ordinance 
 
Proposers must comply with Section 1.126 of the S.F. Campaign and Governmental Conduct Code, 
which states: 
 
No person who contracts with the City and County of San Francisco for the rendition of personal services, 
for the furnishing of any material, supplies or equipment to the City, or for selling any land or building to 
the City, whenever such transaction would require approval by a City elective officer, or the board on 
which that City elective officer serves, shall make any contribution to such an officer, or candidates for 
such an office, or committee controlled by such officer or candidate at any time between commencement 
of negotiations and the later of either (1) the termination of negotiations for such contract, or (2) three 
months have elapsed from the date the contract is approved by the City elective officer or the board on 
which that City elective officer serves. 
 
If a proposer is negotiating for a contract that must be approved by an elected local officer or the board on 
which that officer serves, during the negotiation period the proposer is prohibited from making 
contributions to: 
 

• the officer’s re-election campaign 
• a candidate for that officer’s office 
• a committee controlled by the officer or candidate. 

 
The negotiation period begins with the first point of contact, either by telephone, in person, or in writing, 
when a contractor approaches any city officer or employee about a particular contract, or a city officer or 
employee initiates communication with a potential contractor about a contract.  The negotiation period 
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ends when a contract is awarded or not awarded to the contractor.  Examples of initial contacts include:  
(1) a vendor contacts a city officer or employee to promote himself or herself as a candidate for a 
contract; and (2) a city officer or employee contacts a contractor to propose that the contractor apply for a 
contract.  Inquiries for information about a particular contract, requests for documents relating to a 
Request for Proposal, and requests to be placed on a mailing list do not constitute negotiations. 
 
Violation of Section 1.126 may result in the following criminal, civil, or administrative penalties: 
 

• Criminal.  Any person who knowingly or willfully violates section 1.126 is subject to a fine 
of up to $5,000 and a jail term of not more than six months, or both. 
 

• Civil.  Any person who intentionally or negligently violates section 1.126 may be held liable 
in a civil action brought by the civil prosecutor for an amount up to $5,000. 
 

• Administrative.  Any person who intentionally or negligently violates section 1.126 may be 
held liable in an administrative proceeding before the Ethics Commission held pursuant to the 
Charter for an amount up to $5,000 for each violation. 

 
For further information, proposers should contact the San Francisco Ethics Commission at  
(415) 581-2300. 
 
J. Sunshine Ordinance 
 
In accordance with S.F. Administrative Code Section 67.24(e), contractors’ bids, responses to RFPs and 
all other records of communications between the City and persons or firms seeking contracts shall be 
open to inspection immediately after a contract has been awarded.  Nothing in this provision requires the 
disclosure of a private person’s or organization’s net worth or other proprietary financial data submitted 
for qualification for a contract or other benefits until and unless that person or organization is awarded the 
contract or benefit.  Information provided which is covered by this paragraph will be made available to 
the public upon request. 
 
K. Public Access to Meetings and Records 
 
If a proposer is a non-profit entity that receives a cumulative total per year of at least $250,000 in City 
funds or City-administered funds and is a non-profit organization as defined in Chapter 12L of the S.F. 
Administrative Code, the proposer must comply with Chapter 12L.  The proposer must include in its 
proposal (1) a statement describing its efforts to comply with the Chapter 12L provisions regarding public 
access to proposer’s meetings and records, and (2) a summary of all complaints concerning the proposer’s 
compliance with Chapter 12L that were filed with the City in the last two years and deemed by the City to 
be substantiated.  The summary shall also describe the disposition of each complaint.  If no such 
complaints were filed, the proposer shall include a statement to that effect.  Failure to comply with the 
reporting requirements of Chapter 12L or material misrepresentation in proposer’s Chapter 12L 
submissions shall be grounds for rejection of the proposal and/or termination of any subsequent 
Agreement reached on the basis of the proposal.   
 
L. Reservations of Rights by the City 
 
The issuance of this RFP does not constitute an agreement by the City that any contract will actually be 
entered into by the City.  The City expressly reserves the right at any time to: 
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• Waive or correct any defect or informality in any response, proposal, or proposal procedure; 

 
• Reject any or all proposals; 

 
• Reissue a Request for Proposals; 

 
• Prior to submission deadline for proposals, modify all or any portion of the selection 

procedures, including deadlines for accepting responses, the specifications or requirements 
for any materials, equipment or services to be provided under this RFP, or the requirements 
for contents or format of the proposals; 
 

• Procure any materials, equipment or services specified in this RFP by any other means; or 
 

• Determine that no project will be pursued. 
 
M. No Waiver 
 
No waiver by the City of any provision of this RFP shall be implied from any failure by the City to 
recognize or take action on account of any failure by a proposer to observe any provision of this RFP. 
 
 
N. Local Business Enterprise Requirements and Outreach 
 

1. The requirements of the Local Business Enterprise and Non-Discrimination in Contracting 
Ordinance set forth in San Francisco Administrative Code Chapter 14B and its implementing 
rules and regulations shall apply to this RFQ/RFP. 

 
2. All requirements as stated in CMD Attachment 2 – Requirements for Architecture, Engineering 

and Professional Contracts, apply to this RFQ/RFP. Refer to Appendix A of this RFQ/RFP to 
get copies of CMD Attachment 2. 

 
3. Contractors must submit all required payment information using the City’s new online 

Financial and Procurement System as required by CMD to enable the City to monitor 
Contractor’s compliance with the LBE subcontracting commitments. Contractor shall pay its 
LBE subcontractors within three working days after receiving payment from the City, except 
as otherwise authorized by the LBE Ordinance. Failure to submit all required payment 
information in the Financial and Procurement System with each payment request may result in 
the Controller withholding 20% of the payment due pursuant to that invoice until the required 
payment information is provided. Following the City’s payment of an invoice, Contractor has 
ten calendar days to acknowledge all subcontractors have been paid in the online Financial and 
Procurement System. 

 
4. Proposers are advised that they may not discriminate in the selection of subcontractors on the 

basis of race, gender, or other basis prohibited by law, and that they shall undertake all required 
good faith outreach steps in such a manner as to ensure that neither Minority-owned Business 
Enterprises (MBEs), Woman Business Enterprises (WBEs) nor Other Business Enterprises 
(OBEs) are unfairly or arbitrarily excluded from the required outreach. 
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5. The LBE subcontracting requirement for the Contract is 5% of the total value of the goods and/or 
services to be procured. The LBE subcontracting requirement can only be met with CMD certified 
Small or Micro-LBEs. Pursuant to Administrative Code Section 14B.9, Contractors are hereby 
advised that the sub-Contractor requirement is based on data indicating availability of 1.8%  
Minority Business Enterprises (“MBE”), 1.4% Woman Business Enterprises (“WBE”) and 1.8% 
Other Business Enterprises (“OBE”) to perform sub-Contractor work on this Contract. Contractors 
are further advised that they may not discriminate in the selection of sub-Contractors on the basis 
of race, gender, or other basis prohibited by law, and that they shall undertake all required good 
faith outreach steps in such a manner as to ensure that neither MBEs nor OBEs are unfairly or 
arbitrarily excluded from the required outreach. 
 

6. LBE Subcontractor Participation Requirement  
The LBE subcontractor participation requirement for public-sponsored projects is defined on a 
project by-project basis, as a percentage of the total value of the goods and/or services to be 
procured. Each firm responding to each city-sponsored project may be required to demonstrate in 
a project specific response that it has used good-faith outreach to select LBE subcontractors as set 
forth in S.F. Administrative Code §§14B.8 and 14B.9, and shall identify the particular LBE 
subcontractors solicited and selected to be used in performing the contract. For each LBE identified 
as a subcontractor, the response must specify the value of the participation as a percentage of the 
total value of the goods and/or services to be procured, the type of work to be performed, and such 
information as may reasonably be required to determine the responsiveness of the Qualifications. 
LBEs identified as subcontractors must be certified with the San Francisco Contract Monitoring 
Division at the time each project-specific response is due, and must be contacted by the proposer 
(prime contractor) prior to listing them as subcontractors in the project-specific response. Any 
project-specific response that does not meet the requirements of this paragraph will be non-
responsive. 
 

7. Link to LBE Subcontractor Directory  
This link takes you to a directory of current Local Business Enterprises: 
http://mission.sfgov.org/hrc_certification/  
 

8. LBE Participation and Rating Bonuses 
The City strongly encourages Proposals from qualified LBEs. Pursuant to the LBE Ordinance 
(Chapter 14B of the City Administrative Code), the following rating bonus will be in effect for the 
award of this program for any Proposers who are certified by CMD as an LBE, or joint ventures 
where the joint venture partners are in the same discipline and have the specific levels of 
participation as identified below. Certification applications may be obtained by calling CMD at 
(415) 581-2310 or online at www.sfgov.org/lbecert. The rating bonus applies at each phase (written 
proposal evaluation and interview stage) of the selection process. The application of the rating 
bonus is as follows:  

(1) A 10% bonus to a Small or Micro LBE—including Non-Profit; or a 
joint venture between or among LBEs; or 
(2) A 5% bonus to a joint venture with LBE participation that equals or 
exceeds 35%, but is under 40%; 
(3) A 5% bonus to an SBA-LBE—except in cases where application of 
the bonus would adversely affect a proposal from a Small- or Micro-
LBE—including LBE JVs; 
(3) A 7.5% bonus to a joint venture with LBE participation that equals or 
exceeds 40%; 

 

http://mission.sfgov.org/hrc_certification/
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9. Joint Venture Rating Bonuses - If applying for a LBE rating bonus as a joint venture, the LBE must 
be an active partner in the joint venture and perform work, manage the job and take financial risks 
in proportion to the required level of participation stated in the proposal. The LBE must be 
responsible for a clearly defined portion of the work to be performed and share in the ownership, 
control, management responsibilities, risks, and profits of the joint venture. The portion of the LBE 
joint venture’s work shall be set forth in detail separately from the work to be performed by the 
non-LBE joint venture partner. The LBE joint venture’s portion of the contract must be assigned a 
commercially useful function. The joint venture partners must be of the same or similar discipline 
in order to be eligible for a rating bonus. The joint venture partners will be jointly responsible for 
the overall program management, control and compliance with Chapter 14B requirements. 
 

10. Required CMD Forms 
The following forms are required to be submitted with each proposal: 

(1) Form 2A-CMD Contract Participation Form  
(2) Form 2B-CMD Good Faith Outreach Form 
(3) Form 3-CMD Non-Discrimination Affidavit  
(4) Form 4-CMD Joint Venture Form (if applicable), and  
(5) Form 5- CMD Employment Form  

 
If you have any questions concerning the CMD Forms or requirements, you may call Seth Benkle, 
CMD Contract Compliance Officer for the Airport at (650) 821-7796 or via email at 
Seth.Benkle@sfgov.org.   

 
 
VII.  City and Airport Contract Requirements 

 
A. Standard Contract Provisions 
 
The successful proposer will be required to enter into a contract substantially in the form of the 
Agreement for Professional Services, attached hereto as Appendix D.  Failure to timely execute the 
contract, or to furnish any and all insurance certificates and policy endorsement, surety bonds or other 
materials required in the contract, shall be deemed an abandonment of a contract offer.  The City, in its 
sole discretion, may select another firm and may proceed against the original selectee for damages. 
 
Proposers are urged to pay special attention to the requirements of Administrative Code Chapters 12B and 
12C, Nondiscrimination in Contracts and Benefits, (§10.5 “Nondiscrimination Requirements” in the 
Agreement); the Minimum Compensation Ordinance (§10.7 “Minimum Compensation Ordinance” in the 
Agreement); the “Health Care Accountability Ordinance” (§10.8 “Health Care Accountability Ordinance” 
in the Agreement); the First Source Hiring Program (§10.9 “First Source Hiring Program” in the 
Agreement); and applicable conflict of interest laws (§10.2 “Conflict of Interest” in the Agreement), as 
set forth in paragraphs B, C, D, E and F below. 
 
B. Nondiscrimination in Contracts and Benefits  
 
The successful proposer will be required to agree to comply fully with and be bound by the provisions of 
Chapters 12B and 12C of the San Francisco Administrative Code.  Generally, Chapter 12B prohibits the 
City and County of San Francisco from entering into contracts or leases with any entity that discriminates 
in the provision of benefits between employees with domestic partners and employees with spouses, 
and/or between the domestic partners and spouses of employees.  The Chapter 12C requires 
nondiscrimination in contracts in public accommodation.  Additional information on Chapters 12B and 

mailto:Seth.Benkle@sfgov.org
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12C is available on the CMD’s website at:  http://sfgsa.org/index.aspx?page=6125 . 
 
C. Minimum Compensation Ordinance (MCO) 
 
The successful proposer will be required to agree to comply fully with and be bound by the provisions of 
the Minimum Compensation Ordinance (MCO), as set forth in S.F. Administrative Code Chapter 12P.  
Generally, this Ordinance requires contractors to provide employees covered by the Ordinance who do 
work funded under the contract with hourly gross compensation and paid and unpaid time off that meet 
certain minimum requirements.  For the contractual requirements of the MCO, see §10.7 “Minimum 
Compensation Ordinance” in the Agreement. 
 
For the amount of hourly gross compensation currently required under the MCO or additional 
information, see www.sfgov.org/olse/mco .  Note that this hourly rate may increase on January 1 of each 
year and that contractors will be required to pay any such increases to covered employees during the term 
of the contract. 
 
D. Health Care Accountability Ordinance (HCAO) 
 
The successful proposer will be required to agree to comply fully with and be bound by the provisions of 
the Health Care Accountability Ordinance (HCAO), as set forth in S.F. Administrative Code Chapter 
12Q.  Contractors should consult the San Francisco Administrative Code to determine their compliance 
obligations under this chapter.  Additional information regarding the HCAO is available on the web at 
www.sfgov.org/olse/hcao . 
 
E. First Source Hiring Program (FSHP) 
 
If the contract is for more than $50,000, then the First Source Hiring Program (Admin. Code Chapter 83) 
may apply.  Generally, this ordinance requires contractors to notify the First Source Hiring Program of 
available entry-level jobs and provide the Workforce Development System with the first opportunity to 
refer qualified individuals for employment. 
 
Contractor will complete, sign and submit a First Source Hiring Agreement with the Contractor’s 
proposal. Failure to submit a completed and signed First Source Hiring Agreement with the Contractor’s 
proposal will result in a rejected bid or proposal. The link to the First Source Hiring Agreement can found 
in Appendix B. 
 
F. Conflicts of Interest 
 
The successful proposer will be required to agree to comply fully with and be bound by the applicable 
provisions of state and local laws related to conflicts of interest, including Section 15.103 of the City's 
Charter, Article III, Chapter 2 of City’s Campaign and Governmental Conduct Code, and Section 87100 
et seq. and Section 1090 et seq. of the Government Code of the State of California.  The successful 
proposer will be required to acknowledge that it is familiar with these laws; certify that it does not know 
of any facts that constitute a violation of said provisions; and agree to immediately notify the City if it 
becomes aware of any such fact during the term of the Agreement. 
 
Individuals who will perform work for the City on behalf of the successful proposer might be deemed 
consultants under state and local conflict of interest laws.  If so, such individuals will be required to 
submit a Statement of Economic Interests, California Fair Political Practices Commission Form 700, to 

http://sfgsa.org/index.aspx?page=6125
http://www.sfgov.org/olse/mco
http://www.sfgov.org/olse/hcao
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the City within ten calendar days of the City notifying the successful proposer that the City has selected 
the proposer. 
 
G. Administrative Code Chapter 12X: Contractors in Certain States  
 
This Contract is subject to the requirements of Administrative Code Chapter 12X, which 
prohibits the City from entering into a contract with a contractor that has its headquarters in a 
state with a law or laws that perpetuate discrimination against LGBT people, or a contractor that 
will perform any or all of the work on the contract in such a state.  Chapter 12X requires the City 
Administrator to maintain a list of states that meet the definition of a Covered State, as that term 
is defined under Administrative Code Section 12X.2.  The Covered State List is available at the 
website of the City Administrator.  Subject to certain exceptions located at section 12X.5(b), 
Proposers are hereby advised that Chapter 12X prohibits the City from entering into a contract 
with a Proposer that has its United States headquarters in a state on the Covered State List, or a 
Proposer that will perform any or all of the work on the contract in a state on the Covered State 
List.  
 
Contractor will complete, sign and submit the information requested on Appendix C with the 
Contractor’s proposal. Failure to submit a completed and signed document with the Contractor’s 
proposal will result in a rejected bid or proposal. The link to the Administrative Code 12X can be 
found here:  http://sfgsa.org/chapter-12x-anti-lgbt-state-ban-list . 
 
H. Airport Intellectual Property 
 
Pursuant to Resolution No. 01-0118, adopted by the Airport Commission on April 18, 2001, the Airport 
Commission affirmed that it will not tolerate the unauthorized use of its intellectual property, including 
the SFO logo, CADD designs, and copyrighted publications.  All proposers, bidders, contractors, tenants, 
permittees, and others doing business with or at the Airport (including subcontractors and subtenants) 
may not use the Airport intellectual property, or any intellectual property confusingly similar to the 
Airport intellectual property, without the Airport Director’s prior consent. 
 
I. Labor Peace / Card Check Rule 
 
Without limiting the generality of other provisions herein requiring Contractor to comply with all Airport 
Rules, Contractor shall comply with the Airport’s Labor Peace/Card Check Rule, adopted on February 1, 
2000, pursuant to Airport Commission Resolution No.00-0049 (the “Labor Peace/Card Check Rule”).  
Capitalized terms not defined in this provision are defined in the Labor Peace/Card Check Rule.  To 
comply with the Labor Peace Card Check Rule, Contractor shall, among other actions:  (a)  Enter into a 
Labor Peace/Card Check Agreement with any Labor Organization which requests such an agreement and 
which has registered with the Airport Director or his/her designee, within thirty (30) days after the Labor 
Peace/Card Check Agreement has been requested; (b) Not less than thirty (30) days prior to the 
modification of this Agreement, Contractor shall provide notice by mail to any Labor Organization or 
federation of labor organizations which have registered with the Director or his/her designee (“registered 
labor organization”), that Contractor is seeking to modify or extend this Agreement; (c) Upon issuing any 
request for proposals, invitations to bid, or similar notice, or in any event not less than thirty (30) days 
prior to entering into any Subcontract, Contractor shall provide notice to all registered Labor 
Organizations that Contractor is seeking to enter into such Subcontract; and (d) Contractor shall include 
in any subcontract with a Subcontractor performing services pursuant to any covered Contract, a 
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provision requiring the Subcontractor to comply with the requirements of the Labor/Peace/Card Check 
Rule.  If Airport Director determines that Contractor shall have violated the Labor/Peace/Card Check 
Rule, Airport Director shall have the option to terminate this Agreement, in additional exercising all other 
remedies available to him / her. 
 

VIII.  Protest Procedures 
 
 
A. Protest of Non-Responsiveness Determination 
 
Within five (5) working days of the City's issuance of a notice of non-responsiveness, any firm that has 
submitted a proposal and believes that the City has incorrectly determined that its proposal is non-
responsive may submit a written notice of protest.  Such notice of protest must be received by the City on 
or before the fifth working day following the City's issuance of the notice of non-responsiveness.  The 
notice of protest must include a written statement specifying in detail each and every one of the grounds 
asserted for the protest.  The protest must be signed by an individual authorized to represent the proposer, 
and must cite the law, rule, local ordinance, procedure or RFP provision on which the protest is based.  In 
addition, the protestor must specify facts and evidence sufficient for the City to determine the validity of 
the protest. 
 
B. Protest of Contract Award 
 
Within five (5) working days of the City's issuance of a notice of intent to award the contract, any firm 
that has submitted a responsive proposal and believes that the City has incorrectly selected another 
proposer for award may submit a written notice of protest.  Such notice of protest must be received by the 
City on or before the fifth working day after the City's issuance of the notice of intent to award. 
 
The notice of protest must include a written statement specifying in detail each and every one of the 
grounds asserted for the protest.  The protest must be signed by an individual authorized to represent the 
proposer, and must cite the law, rule, local ordinance, procedure or RFP provision on which the protest is 
based.  In addition, the protestor must specify facts and evidence sufficient for the City to determine the 
validity of the protest. 
 
C. Delivery of Protests 
 
All protests must be received by the due date.  If a protest is mailed, the protestor bears the risk of non-
delivery within the deadlines specified herein.  Protests should be transmitted by a means that will 
objectively establish the date the City received the protest.  Protests or notice of protests made orally (e.g., 
by telephone) will not be considered.  Protests must be delivered to: 
 
 Cynthia Avakian 

San Francisco International Airport 
Director, Contracts Administration Unit 
PO Box 8097 
San Francisco, CA 94128 
cynthia.avakian@flysfo.com 

 



RFP for Guest Services Training, Mystery Shopping, and Consultation Services 
 
 
 

AIR-590 (1-15) A-1 February 12, 2019  

Appendix A 
Contract Monitoring Division Forms 

 
 

• Attachment 2.  Requirements for Architecture, Engineering, & Professional Services Contracts: 
http://sfgov.org/cmd/important-forms  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

http://sfgov.org/cmd/important-forms
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Appendix B 
First Source Hiring Agreement 

 
 
The First Source Hiring Agreement can be downloaded online at: 
 
http://oewd.org/sites/default/files/Documents/professional_services_fsha.pdf 
 
 
 

http://oewd.org/sites/default/files/Documents/professional_services_fsha.pdf
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Appendix C 
Administrative Code Chapter 12X: Contractors in Certain States 

 
 

http://sfgsa.org/chapter-12x-anti-lgbt-state-ban-list  
 
 
Proposers are hereby advised that Chapter 12X prohibits the City from entering into a contract 
with a Proposer that has its United States headquarters in a state on the Covered State List, or a 
Proposer that will perform any or all of the work on the contract in a state on the Covered State 
List.  
 
I certify that my company is headquartered at the following address and will notify the City if my 
company's headquarters moves: 
 
  
 
  
 
  
 
  
 
  
Signature Date 
 
 
I certify that the work on this contract will be performed in the following state or states: 
 
  
 
  
 
  
 
  
 
  
Signature Date 
 
  

http://sfgsa.org/chapter-12x-anti-lgbt-state-ban-list
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Appendix D 
Standard Forms 

 
 
The requirements described in this Appendix are separate from those described in Appendices A and B. 
 
Before the City can award any contract to a contractor, that contractor must file electronically standard 
information which can be found at:  https://sfcitypartner.sfgov.org/ for information about the City and 
County of San Francisco's Supplier Portal and its new financial system - Financials and Procurement 
System. 
 
SF City Partner User Support Knowledge Center Online:  
https://sfcitypartnersupport.sfgov.org/support/home . 
 
Email: https://sfcitypartnersupport.sfgov.org/support/tickets/new/?form_1=true.  Phone: 415/944-2442  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  

https://sfcitypartner.sfgov.org/
https://sfcitypartnersupport.sfgov.org/support/home
https://sfcitypartnersupport.sfgov.org/support/tickets/new/?form_1=true
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