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 I.  ADMINISTRATIVE OVERVIEW 
 
A. INTRODUCTION 

The Waikiki Business Improvement District Association (WBIDA) is a nonprofit corporation 
dedicated to creating a clean, safe, vibrant resort destination area reflective of its Hawaiian 
heritage that is attractive and welcoming to both visitors and residents, and contributes to the 
economic prosperity of Oahu, and the State of Hawaii. For more information on the WBIDA, see 
Attachment A. 

The WBIDA is soliciting written proposals from qualified contractors (the “Contractor(s)”) for 
the provision of hospitality and safety (unarmed) ambassador services (the “Services”) for the 
Waikiki Business Improvement District (WBID) from 5:00 a.m. to 2:00 p.m., Monday through 
Saturday, commencing July 1, 2018, and terminating June 30, 2021, unless earlier terminated in 
accordance with the contract that will be executed by WBIDA and the successful Contractor for 
the Services (the “Contract”). 
 

B. SCHEDULE OF KEY DATES 
The schedule set forth below is the WBIDA’s best estimate of the schedule that will be followed. 

Distribution of RFP to Prospective Contractors Monday, February 26, 2018 
Mandatory Pre-Proposal Meeting   Wednesday, March 14, 2018, 1:00 p.m. HST 
Submission of Written Proposals by Contractors Tuesday, April 3, 2018, 12:00 p.m. HST 
Award of Contract     Friday, May 25, 2018 
Commencement Date of Contract   Sunday, July 1, 2018 
 

C. SUBMISSION OF QUESTIONS 
Questions regarding the content of the work specifications will be answered at the mandatory 
pre-proposal meeting to be held on Wednesday, March 14, 2018 at 1:00 p.m. at the Waikiki 
Business Improvement District Association office.  Contractors may email questions in advance 
of the meeting to bbarbour@waikikibid.org.  Questions may also be submitted in writing at the 
meeting. All interested Contractors must RSVP for the mandatory pre-proposal meeting via email 
to bbarbour@waikikibid.org. 

All email correspondence should note WBIDA HOSPITALITY/SAFETY RFP in the subject 
line. 
 

D. COMMUNICATION WITH CONTRACTORS 
The WBIDA Vice President of Operations shall be the sole source of substantive communication 
between WBIDA and Contractors.  All substantive communications between the WBIDA Vice 
President of Operations and each Contractor shall be in writing and will be shared with all other 
Contractors.  Written communications to the WBIDA Vice President of Operations shall be 
delivered in person, mailed, or emailed, to: 

Brandon Barbour, Vice President of Operations 
Waikiki Business Improvement District Association 
227 Lewers Street, Box 202 
Honolulu, Hawaii  96815 
Email:  bbarbour@waikikibid.org 

mailto:bbarbour@waikikibid.org
mailto:bbarbour@waikikibid.org
mailto:bbarbour@waikikibid.org
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E. SUBMISSION OF PROPOSALS 

Contractors shall submit to the WBIDA Vice President of Operations an original (with original 
signature) plus six (6) printed copies of the completed Proposal Questionnaire (see Section IV), 
and one (1) electronic copy on disk or USB drive.  All questionnaires must be typewritten.  The 
completed questionnaires (original and all copies) must be received by WBIDA no later than 
12:00 p.m. Hawaii Standard Time, on Tuesday, April 3, 2018.  Any completed questionnaires 
received after that date and time will not be considered. 

Completed questionnaires shall be mailed or delivered in person, addressed to the WBIDA Vice 
President of Operations at the address listed in Section I.D. above.  In the event the completed 
questionnaires are mailed, it must be actually received by WBIDA by the deadline stated above. 

The outside cover of the submission shall be marked:  HOSPITALITY/SAFETY SERVICES 
PROPOSAL 
 

F. NOTIFICATION OF RESULTS 
All Contractors that submit a proposal by the required deadline shall receive notification of the 
results of the Contract award. 
 

G. COSTS FOR PROPOSAL 
Any and all costs and expenses incurred by Contractors in preparing or submitting a proposal 
shall be the Contractor’s sole responsibility.  The proposal shall be inclusive of all general excise 
taxes, the amount of which shall be shown in the Cost Breakdown in Section III.B.4.  In addition, 
the successful Contractor shall be solely responsible for all gross and net income taxes arising 
from the Contract. 
 

H. ACCEPTANCE/REJECTION OF PROPOSALS 
WBIDA reserves the right, in its sole discretion, to accept only those proposals submitted in 
accordance with all requirements set forth in this RFP and/or to request (after the deadline stated 
in Section I.E. above) additional or clarifying information for proposals submitted prior to the 
deadline stated in Section I.E. above. 
 

I. SUBMITTING PROPOSALS FOR OTHER WBIDA SERVICES 
The WBIDA is currently soliciting proposals for all district services, including Landscape 
Maintenance, Custodial Maintenance, and Hospitality/Safety services.  If a Contractor is 
interested in being considered for multiple service contracts, Contractor must submit separate 
proposals for each RFP.  Contractor may, at its own discretion and cost, submit additional 
proposals detailing any cost savings if awarded multiple service contracts. 

 
J. OTHER 

1. This RFP shall be interpreted in accordance with the laws of the State of Hawaii. 

2. All proposals and other materials submitted shall become the property of the WBIDA and 
may be returned at WBIDA’s option. 

3. All submittals are considered confidential and will not be released to persons outside of the 
contracting process. 
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4. WBIDA reserves the right to add, delete, or modify specifications, terms, and conditions of 
this RFP at any time, for any reason, prior to the deadline to submit proposals. 

5. As part of the RFP process, WBIDA shall conduct a tour of the job site to enable Contractors 
to examine and be familiar with the area in which services are to be performed, and all 
existing conditions.  Upon award of the Contract, WBIDA and the selected Contractor shall 
conduct a Punchlist Walkthrough to clarify maintenance services for any questionable areas. 

6. The selection process may include an interview with each Contractor by WBIDA at 
WBIDA’s option. 

7. All applicable tax clearance, licensing, and insurance requirements to operate and do business 
in the State of Hawaii will be required at least ten (10) business days prior to the effective 
date of the Contract. 

8. As part of its proposal, each Contractor shall clearly identify any proposed partial assignment 
or subcontract to a third-party of any duties or obligations.  Contractor shall provide a 
complete description of the services to be subcontracted and the rationale behind the need to 
subcontract.  All such third-parties shall be subject to the terms of this RFP and the Contract 
(if the Contractor is the successful Contractor).  Payment to the third-party is the sole 
responsibility of the Contractor. 

9. WBIDA reserves the right to request additional information and performance records on any 
party that will be providing products and services under the proposal. 

10. By responding to this RFP, Contractor acknowledges that it has read and understands the 
RFP in its entirety, and consents to the conditions set forth herein. 

11. Upon the successful completion of contract negotiations, Contractor’s proposal and this RFP, 
along with agreed upon modifications to any terms or conditions, will become the foundation 
of the Contract.  If conflicting language arises, the Contract terms and conditions shall 
prevail. 
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 II. PROGRAM DESCRIPTION AND SCOPE OF WORK 
 
A. OVERVIEW 

Contractor shall furnish all necessary personnel, uniforms, equipment, tools, supplies, permits, 
and administrative facilities to perform all operations in connection with hospitality and 
(unarmed) safety services in the Waikiki Business Improvement District (see Exhibit A).  
Accordingly, the proposal shall include all costs and expenses for such personnel, uniforms, 
equipment, tools, supplies, permits, and administrative facilities, and all administrative costs and 
profits. 
 

B. OPERATION HOURS AND DEPLOYMENT 
Unless otherwise specified, Contractor shall perform the required maintenance services between 
the hours of 9:30 a.m. and 11:30 p.m., daily, including weekends and holidays. 

A suggested Staffing Plan and Deployment Schedule are provided in Exhibits B and C, 
respectively.  Prospective Contractors may recommend a different allocation of hours or 
alternative hours based on project needs and proposed deployment models. 
 

C. TERM OF THE CONTRACT 
The WBIDA will award a 36-month Contract effective July 1, 2018 through June 30, 2021, 
unless earlier terminated in accordance with the Contract.  

The WBIDA may exercise its option to extend the Term for up to two (2), one (1) year terms, 
provided that WBIDA is satisfied with the performance of the Contractor during the initial Term.   

If approved, performance start date by selected vendor will begin July 1, 2018. 
 

D. SERVICE AN PERFORMANCE STANDARDS 
1. Contractor shall perform the Services in conformity with acceptable industry practices and 

standards for a first-class visitor destination.  In addition, WBIDA, at its discretion, may 
establish more specific minimal performance standards, rules and procedures, pursuant to 
which Contractor and its personnel shall provide the Services.  The Standards shall not be 
construed in any way as a right or an intent by WBIDA to control the details, the manner, or 
the particular method of performing the Services. 

2. Contractor shall provide management services, including but not limited to, employee 
supervision, work scheduling, training, supplies control, quality control, and management 
availability. 

3. Contractor employee(s) shall be supervised by Contractor on-site in the District to ensure 
proper performance of duties and adherence to contractual requirements.  

4. Employees will act on their own initiative at the suggestion of authorized personnel of 
WBIDA and will act on orders from Contractor.  Employees’ personal appearance, attitudes, 
and manner of performance will, at all times, reflect a favorable public image, both for 
WBIDA and Contractor.  Employees are also to be tolerant in their interactions with others, 
well-groomed, neat in appearance, and display and conduct themselves in a professional 
manner. 
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5. If, in the opinion of WBIDA, an employee of the Contractor is incompetent or disorderly, 
refuses to perform in accordance with the terms and conditions of the Contract, threatens or 
uses abusive language, or is otherwise unsatisfactory, that employee shall be removed from 
all work under the Contract upon written request by WBIDA.  WBIDA shall hold the 
Contractor liable for all the acts of its employees.  The removal of an employee is not to 
affect the quality or timeliness of the Contract in any way.  

6. WBIDA shall have the right to terminate the Contract if Contractor refuses or fails to perform 
any of the provisions set forth herein with such diligence as will ensure its fulfillment of its 
obligations, or otherwise fails to timely satisfy the Contract provisions, or commits any other 
substantial breach of the Contract.  Before the Contract is terminated, WBIDA shall notify 
Contractor in writing and by facsimile of the reasons for the proposed termination, and 
Contractor shall have seventy-two (72) hours to remedy the condition. 

 
E. SERVICE REQUIREMENTS 

Contractor’s general duties shall include, but not be limited to, the following: 

1. Providing a visible presence throughout the District for the purposes of extending hospitality, 
sharing information, offering assistance, and conveying a sense of safety to visitors and other 
District constituents. 

2. Recording and assisting with various conditions throughout the District, including, but not 
limited to, legal and illegal peddling, sidewalk performers, homeless and other quality of life 
conditions, private property compliance with City regulations, and public safety. 

3. Keeping abreast of municipal, state, and federal legislative developments and other matters 
pertaining to safety, and keeping WBIDA regularly informed for the protection of WBIDA’s 
interests. 

Contractor’s specific duties shall include, but not be limited to, the following hospitality, safety, 
and business liaison services, and shall be delivered throughout the District using a combination 
of foot and bike patrols and stationary post(s) as more particularly specified in the Services and 
the suggested Staffing Plan (see Exhibit B): 

1. Hospitality. 
a. Patrol assigned routes substantially evenly, covering all property substantially 

equally, on any route in the District, walking at a steady pace and with a sense of 
purpose. 

1) Smile, acknowledge (with a nod, wave or tip of the hat) and greet (with 
“aloha”) the people encountered during patrol. 

2) Stop and offer to help anyone who appears lost or in need of assistance. 

a) Answer questions, provide directions, or call someone to get the 
answer. 

b) Perform goodwill gestures such as providing escorts to those who 
need/request additional assistance in finding their way. 

c) Provide emergency assistance when necessary (i.e., first aid, call for 
emergency response). 

b. Staff two (2) stationary posts, Post 1 (Waikiki Police Sub-Station) and Post 2 
(Waikiki Beach Walk). 
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c. Log all hospitality services activity. 

2. Safety. 
a. Patrol assigned routes substantially evenly, covering all property substantially 

equally, on any route in the District, walking at a steady pace and with a sense of 
purpose. 

1) Observe the surrounding environment, and identify illegal activity. 

2) Contact Supervisor/Post 1 to advise of illegal activity. 

3) Issue a verbal advisory if a sidewalk or beach violation is observed, and 
request compliance. 

4) Request assistance if a violation of law other than a sidewalk or beach 
ordinance violation is observed. 

5) Suggest safety tips to pedestrians (including beachgoers) to safeguard 
themselves and their possessions. 

6) Provide safety escorts to District pedestrians. 

7) Log all observed illegal activity. 

8) File daily contact/incident/status reports. 

9) Perform joint patrols with HPD officers as scheduled. 

b. Monitor videofeed from CCTV at the Waikiki Police Sub-Station and log 
observations. 

c. Inspect the entire District (including all zones in the Primary Service Area shown in 
Exhibit A and other areas outside the Primary Service Area, referred to as Outer 
Areas) for safety hazards, property damage, and broken irrigation. 

d. All Safety Ambassadors and Supervisors must a hold State of Hawaii Guard License, 
and be compliant with registration and training as required by the State of Hawaii. 

3. Business Liaison. 
a. Patrol assigned routes substantially evenly, covering all property substantially 

equally, on any route in the District, walking at a steady pace and with a sense of 
purpose. 

1) Stop at various stores along route. 

2) Greet employees, converse with merchants, and inquire whether assistance is 
needed. 

3) Disseminate any available information (alerts, warnings). 

4) Report merchant concerns, comments, and suggestions to Supervisors. 

b. Log all activity. 

c. Report the list of businesses in which business liaisons were conducted weekly. 

4. General Job Site Requirements. 
a. All safety requirements shall be exercised, including but not limited to, the use of 

shoes, eye protectors, traffic cones, etc.  All provisions of OSHA and HIOSH shall be 
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met by Contractor. All Personal Protection Equipment (PPE) must be determined and 
provided by the Contractor at no expense to WBIDA. 

b. Contractor shall be solely responsible for any injury or damage to person or property 
resulting from the use, misuse, or failure of any equipment used by Contractor or by 
any of Contractor’s employees, even if such equipment is furnished, rented, or loaned 
to Contractor by WBIDA.  WBIDA shall not be responsible or be held liable for the 
same. 

c. All Contractors’ employees shall be in clean and identical uniforms (to be determined 
by WBIDA), with no deviation in appearance.  Uniform shall include the WBIDA 
logo only.  Each employee shall wear an identification badge (to be provided by 
Contractor with both the Contractor and WBIDA logos), identifying employee by 
photograph and name.  Contractor may be asked to assist other WBIDA contractors 
with uniform orders and preparation of identification badges 

d. A monthly work schedule shall be submitted at the beginning of each month and shall 
include days and hours each task is to be completed.  Any planned changes must be 
approved by WBIDA at least 48 hours in advance. 

e. A weekly report shall be provided by Contractor covering service dates, times, 
durations, number of staff, labor hours, activity data, before and after photos, and any 
unusual happening, hazards, or other circumstance, any emergency, special reports of 
any irregularity, unusual activity, or incidents.  Contractor shall submit the report to 
WBIDA within three (3) business days after the end of each week (Sunday through 
Saturday).  Contractor may, from time to time, be asked to collect and report 
additional activity data on specific projects related to the scope of work described 
herein. 

f. Contractor shall also submit a weekly report to WBIDA with a list of maintenance 
and service requests to be completed by others (e.g. City and County of Honolulu), 
including but not limited to:  safety hazards, property damage, and broken irrigation, 
in accordance with Section II.E.2.c. 

g. Contractor shall use a computerized system prepared by WBIDA to document, 
process, and exchange relevant information, activity data, and maintenance and 
service requests with WBIDA and others as directed by WBIDA’s designated 
representative(s). 

h. Contractor shall respond in writing to WBIDA in response to any complaints and 
include a description of efforts to remedy such complaints. 

i. In adverse weather conditions, Contractor’s on-site supervisor must call WBIDA 
before the release of Contractor’s employees. 

j. Adverse conditions that may require major field changes not stated herein must be 
reported to WBIDA for approval before proceeding with the work.  On days when 
scheduled service is cancelled due to rain or other adverse conditions, Contractor will 
schedule an appropriate day to replace the missed service day, at no additional cost 
above the contract price, or issue a credit. 
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F. COMMUNICATIONS 
1. Contractor must be accessible during normal working hours, 8:00 a.m. to 5:00 p.m., Monday 

through Friday, by telephone, answering service, or some alternate mode approved by 
WBIDA to permit daily communication between the Contractor and WBIDA.  Contractor 
shall provide a plan for communication outside of normal working hours (i.e. nights, 
weekends, holidays). 

2. Contractor shall meet with WBIDA on a regular basis, a minimum of once per quarter, 
during the Term to review administration of the Contract, to include a review of terms and 
specific responsibilities set forth in the Contract, make adjustments in staffing for the 
designated area, and evaluate performance of Contractor. 

3. Contractor’s on-site manager and/or supervisor shall, at a minimum, participate in a monthly 
Contractor meeting to review operations and performance. 

4. Contractor shall provide the necessary radio communication equipment to enable appropriate 
contact between Supervisors, Ambassadors, and the Honolulu Police Department.  Contractor 
shall maintain the equipment and provide replacements when necessary.  Contractor shall, 
within five (5) days after the end of every calendar month, provide a log of communication 
activities. 

 
G. TRAINING AND PROCEDURES.   

1. Contractor must provide an “Operations Manual” which will include training and procedures 
relative to: 

a. Standard Operating Procedures 

b. Customer Service and Hospitality 

c. History and Culture of, and Information about Waikiki 

d. First Aid and CPR 

e. Emergency Response 

f. Overview of Criminal Justice System 

g. Relevant Penal Code and City Ordinances 

h. Laws of Arrest, and Search and Seizure 

i. Liaison with HPD 

j. Reporting observed illegal activities and providing affidavits/statements to HPD 

k. Report Writing 

l. Workplace policies including, but not limited to:  substance abuse, workplace 
violence, and anti-harassment 

m. Creation of a multi-modal (i.e., radio, telephone, fax, e-mail) communication system, 
to receive, relay and track reports of situations demanding immediate or special 
attention. 

1) Relaying of special situations or situations of immediate attention to field 
supervisor. 
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2) Tracking completion time of special or immediate attention situations. 

3) Relaying of information involving a problem or situation to the appropriate 
City and County of Honolulu or WBIDA officer if matter is beyond the scope 
of work described herein. 

4) Networking with security personnel employed by commercial and residential 
buildings in the District area. 

2. In partnership with WBIDA, prepare and implement a quarterly training schedule for the 
Malama Waikiki Crew (WBIDA’s Streetscape Maintenance crews) members to jointly train 
with the Aloha Ambassadors on topics to include, but not be limited to: 

a. Hospitality 

b. History of Waikiki 

c. Foreign Languages 

d. First Aid/CPR 

e. Emergency Evacuation Procedures 
 

H. SPECIAL PROVISIONS 
1. Personnel.  WBIDA reserves the right to approve all personnel employed by Contractor to 

provide the hospitality/safety services.  Background checks and drug screening must be 
completed on all employees prior to hiring. 

2. Wages.  The minimum hourly wage per position shall be no less than $12.50 for Hospitality 
Ambassadors, $14.50 for Safety Ambassadors, $15.50 for Leads, $16.50 for Operations 
Supervisor, and $24.00 for Operations Manager.  WBIDA reserves the right to review and 
renegotiate minimum the hourly wage per position, as needed. 

3. Facilities.  WBIDA will provide one (1) office and one (1) common room for 
Hospitality/Safety Ambassadors, at no cost to the Contractor, in the WBIDA offices.  
Contractor is responsible to furnish and clean the space.  The door to the office shall remain 
locked at all times.  WBIDA reserves the right to terminate an employee’s privilege to use 
the space should the space be misused.  Should the Contractor determine that the space is 
inadequate, the Contractor shall be responsible to secure facilities elsewhere, and WBIDA 
shall amend the Contract to adjust for the cost of facilities, as necessary. The WBIDA 
reserves the right to relocate facilities at its sole discretion. 

4. Permits and Regulations.  Contractor shall obtain all permits and licenses, give all notices 
and comply with all laws, ordinances, rules, and regulations bearing on the conduct of the 
work as specified.  Contractor shall comply with the terms and conditions of the applicable 
permits and shall be responsible for all fines and penalties for non-compliance with the 
applicable permits.  All costs and work covered under this section shall be considered 
incidental and included in the prices proposed for the various items of work. 

5. Indemnification of WBIDA and the City and County of Honolulu.  Contractor shall 
indemnify, defend, and hold harmless WBIDA and the City and County of Honolulu, and 
their respective members, directors, officers and employees from and against any and all 
losses or damages including, but not limited to, legal fees and related expenses, that WBIDA 
or the City and County of Honolulu may incur by reason of damage to property or injury to 
or death of any person, or for any losses or damages sustained by WBIDA or the City and 
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County of Honolulu resulting in whole or in part by any acts or omissions of Contractor, its 
employees or agents, while engaged in the Services, except to the degree the aforesaid losses 
or damages arise out of the gross negligence or willful misconduct of WBIDA or the City and 
County of Honolulu.  Within five (5) business days of WBIDA’s receipt of written notice of 
any potential losses or damages, WBIDA shall provide Contractor with written notice 
thereof. 

6. Insurance Requirements.  Contractor shall, at Contractor’s own expense, procure and 
maintain during the Term the following types and amounts of insurance. 

a. Comprehensive General Liability Insurance, with minimum limits of $2,000,000 per 
occurrence for bodily injury or death per person and $50,000 for property damage per 
occurrence. 

b. Comprehensive Automobile Liability Insurance, with minimum limit of $2,000,000 
per occurrence. 

c. Worker’s Compensation Insurance as required by the laws of the State of Hawaii 
covering all persons employed by Contractor engaged in the furnishing of the 
Services. 

d. General Liability Insurance, with minimum limit of Two Million Dollars 
($2,000,000) per occurrence for legal liability coverage for the dishonest and/or 
criminal acts of Contractor’s employees and for errors and omissions of Contractor 
and Contractor’s employees. 

All insurance policies shall cover claims including, but not limited to, gross negligence, 
intentional or willful misconduct, or wanton conduct and similar acts and/or omissions.  All 
such applicable insurance policies of Contractor shall be primary as to Contractor’s 
obligations under the contract and/or first to pay as to any claims, losses, damages, costs and 
attorneys’ fees and shall remain in effect throughout the Term, including any changes, 
modifications, or extensions to the Contract.  All policies must provide that sixty (60) days’ 
prior written notice of cancellation or material change in coverage be given to certificate 
holders, including, but not limited to, WBIDA.  The insurance coverage as required under 
this Section must include all of the District.  Policies and certificates of insurance shall name 
WBIDA and the City and County of Honolulu as additional insureds.  Such coverage shall be 
obtained from an insurance company licensed to do business in the State of Hawaii, have a 
minimum rating published by A.M. Best & Company of A-VII or better.  Terms and 
amounts of insurance coverage are subject to amendment by WBIDA. 

The selected Contractor must submit to WBIDA certificates of insurance evidencing the 
above insurance at least ten (10) business days prior to the commencement date of the 
Contract and at least ten (10) business days prior to the expiration, during the Term, of any 
certificate or policy. 

7. Letter of Credit/Bond.  Contractor shall, at Contractor’s own expense, procure and maintain 
during the Term one of the following, in order of WBIDA preference. 

a. Surety Performance Bond of not less than $200,000, guaranteeing the complete 
performance of Services; or 

b. Letter of Credit executed by Contractor and issued by a bank acceptable to WBIDA. 
WBIDA may draw on the Letter of Credit if, after ten (10) days prior written notice 
to Contractor by WBIDA, Contractor either (1) fails to make any payments required 
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to be made by Contractor or (2) fails to pay in full all claims for labor, materials, and 
supplies used or incorporated in performing the Services. 

8. Business License/Registration.  Contractor shall provide WBIDA with one of the following: 

a. Proof of incorporation and organization under the laws of the State; or 

b. Proof of registration to do business in the State.  

9. Payment Inspections.  A payment inspection/walkthrough shall be held a minimum of once 
(1) per month, with the time and date to be established by mutual agreement between the 
Contractor and WBIDA.  All work shall be subject to payment inspection, and all 
deficiencies shall be corrected before payment is authorized and at no additional charge.  
Contractor must submit to WBIDA an Inspection Report within 48 hours of the inspection 
detailing all deficiencies identified and corrected. 

10. Damages to Existing Utilities and Structures.  All work shall be executed in an orderly and 
lawful manner with due consideration for the existing structures and surrounding areas.  Any 
existing utilities and structures including but not limited to water lines, electric conduits, 
trash enclosures, utility vaults and cabinets, etc. which may be damaged by Contractor’s 
equipment, employees, etc. shall be immediately repaired by Contractor at Contractor’s 
expense. 

11. Additional Services and/or Personnel.  During the Term, WBIDA reserves the right to 
negotiate with the Contractor for the furnishing of additional services and/or personnel 
should the need for additional services and/or personnel be required. 

12. Invoices and Payment.  Billing shall occur monthly.  Payment for the Services will be made 
by WBIDA in arrears for services performed based on actual hours and costs, and within 
thirty (30) days after receipt of a monthly invoice submitted by Contractor.  Contractor shall 
submit a monthly invoice setting forth in detail the Service rendered during the period 
itemized by location, and received by WBIDA no later than the tenth calendar day of the 
following month. All invoices are subject to WBIDA’s review, verification, and approval, 
and all payments shall be conditioned upon WBIDA’s sole determination that all Services 
have been performed satisfactorily and in accordance with the terms of the Contract.  Add-on 
services shall be invoiced separately. 

13. Performance Evaluation.  Contractor will be reviewed quarterly and evaluated based on 
services provided, responsiveness to WBIDA and other requests, billing accuracy, and 
feedback from board members and stakeholders. 

14. Mystery Shop.  Contractor shall coordinate a mystery shop evaluation of personnel, 
Services, and District conditions two (2) times per month.  Mystery shop shall be performed 
by a third-party vendor and cover all WBIDA district services, including but not limited to 
custodial maintenance, landscape maintenance, and hospitality and safety services.  
Contractor shall submit a report to WBIDA for each mystery shop.  
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III. PROPOSAL REQUIREMENTS AND QUESTIONNAIRE 
 
A. OVERVIEW 

This section indicates the proposal requirements for the RFP, which shall be submitted by the 
deadline set for submission of proposals.  Fulfillment of all proposal requirements is mandatory 
for consideration of proposals. 

The proposal must include the following subsections and be formatted in the manner described in 
the ensuing subsections. 

1. Letter of Transmittal 

2. Executive Summary 

3. Performance Summary 

4. Contract Terms/Cost Breakdown 

5. Training 

6. Certifications and Contractor Specific Information 

7. Organizational Probity 
 
B. PROPOSAL QUESTIONNAIRE 

1. Letter of Transmittal. 
a. The Letter of Transmittal should cover all services described in the proposal at the 

prices and terms listed. 

b. The Letter of Transmittal should state your earnest interest in bidding for the WBIDA 
contract. 

c. The Letter of Transmittal must be signed by an individual authorized to legally bind 
the corporation, dated and affixed with the corporate seal (if corporate seal is 
available).  If said individual is not the corporate president, evidence shall be 
submitted showing the individual’s authority to bind the corporation. 

2. Executive Summary. 
a. Summarize the major benefits and advantages of your proposal. 

b. Summarize why you should be selected. 

3. Performance Summary. 
a. Provide a summary of all services you are proposing to provide.  Provide sufficient 

detail of your services as to allow the WBIDA to compare your service with the 
service provided by other Contractors. 

b. Provide a transition plan from the current Contractor, if necessary. 

c. Provide a summary of the internal operations and logistics involved in providing the 
proposed services to the WBIDA. 

d. Detail drug testing, background screening, grooming, and other personnel policies 
and practices.  Explain the review and approval process and your policy with regard 
to hiring or retaining any employee or applicant who has been convicted of a 
misdemeanor or a felony. 
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e. Include detailed proposed deployment, staffing, and supervision models.  

f. Attach a summary of all equipment and materials you propose using to provide the 
subject services to the WBIDA.  Indicate equipment you currently own and 
equipment that would need to be procured if awarded the Contract, including but not 
limited to bikes, radios, and vehicles. 

g. Explain how you propose to be held accountable to the WBIDA and how 
performance of employees will be measured and demonstrated.  Provide sample 
forms to illustrate how you will evaluate and report on performance of your crews, 
respond to public complaints, etc. 

h. You are encouraged to provide innovative, alternative solutions, including additional 
equipment, to meet service level requirements as stated in the RFP.  Should you state 
an alternative solution, identify the RFP requirement, the proposed alternative 
solution, and the enhanced benefit. 

i. Describe plan and procedures for community outreach efforts to HPD, private 
security, others. 

4. Contract Terms/Cost Breakdown. 
a. Summarize the contract terms you consider essential. 

b. Provide a detailed budget of costs for personnel (specify billing rate, pay rate, and 
hours worked per day), uniforms, equipment, supplies, administration and taxes, and 
provide a description of benefits provided to personnel.  Costs should be provided for 
the full three (3) year Term, with separate figures for each year.  See Attachment B 
for sample cost breakdown/template. 

c. Provide an hourly bill rate, including all applicable costs including but not limited to 
supervision, equipment, supplies, administration, and taxes, to be the basis for 
Contract award and add-on services.  See Attachment C for sample bill rate schedule. 

d. Provide details of your invoicing and billing procedures. 

e. Provide a separate budget for the potential Overnight Security at Kuhio Beach Park 
add-on service (see Exhibit E), using the bill rates detailed in Section III.B.4.c above. 

5. Training. 
a. Summarize the substance of the training that your employees, supervisors, managers, 

Project Manager, etc., will be required to undergo. 

b. Summarize the type of training (e.g. pre-start, on-going, number of days).  Describe 
the types, duration and frequency of training to be provided during the course of 
employment and the qualifications of instructors. 

6. Certifications and Contractor Specific Information. 
a. Provide a brief company biography, including legal name, state of incorporation, 

mailing address, telephone and fax numbers, and website.  

b. Describe the experience of the company, including description of other relevant 
projects, and usual customers. 

c. Describe knowledge of and experience working in the local environment. 

d. Provide names and locations of any subsidiaries and affiliates. 
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e. Provide three (3) years of financial statements, preferably CPA-audited, or furnish a 
statement of financial resources to demonstrate your ability to maintain regular 
employees and equipment adequate to continually provide the Services. 

f. List local, national, and international locations, including those for any subsidiaries 
and affiliates of the Contractor. 

g. Name and describe any partners or subcontractors you intend to use as part of this 
RFP. 

h. List officers, directors, partners, key executives, and major stakeholders (i.e. with 
more than 10% interest) of the company. 

i. Provide a management chart as it relates to project. 

j. Provide current State and Federal tax clearance certifications. 

k. Provide current licenses and permits to operate in State of Hawaii. 

l. Provide a verification letter from your insurance carrier regarding your ability to 
provide the types of insurance detailed in Section II.H.6 and Section II.H.7. 

m. Describe in detail the quality control systems or methods that you use and provide an 
example of a project performance evaluation report. 

n. Describe why your products and service are more qualified than others that may be 
proposed.  

o. Describe any services or internal resources that, while not in the RFP, could enhance 
your overall performance in satisfying the goals of the WBIDA. 

p. Provide a list of relatives, business associates, or friends associated with the WBIDA, 
its staff, Board of Directors, or officers. 

q. Describe any existing or potential conflicts of interest you might have, or which 
reasonably might arise, due to your involvement with the WBIDA. 

r. Provide three references from your current client base with similar service 
requirements.  

7. Organizational Probity. 
a. Provide details of any criminal investigation or pertinent litigation pending against 

your Contractor and/or any officer, director, or partner. 

b. Provide details of any incidence(s) in which the Contractor, and/or any officer, 
director, or partner have been convicted of a misdemeanor or a felony. 

c. Provide details of any incidence(s) in which the Contractor, and/or any officer, 
director, or partner, have been terminated for cause under a contract. 

d. Provide details of any complaints filed against the Contractor with or by an agency of 
the Federal, State, or County government, or the Better Business Bureau. Include a 
description of the complaint and how it was resolved. 

e. Provide details of any incidence(s) in which the Contractor, and/or any officer, 
director, or partner, have had a license or certification to practice in a regulated 
industry suspended or revoked. 
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SECTION IV.  CRITERIA TO EVALUATE PROPOSALS 
 
A. OVERVIEW 

The WBIDA President and Vice President of Operations – with input from the WBIDA 
Executive Committee – shall review and evaluate each proposal. 

During the evaluation process, the WBIDA Vice President of Operations may request any or all 
Contractors to submit proposed revisions to pricing and proposals and/or may issue a request for 
“Best and Final Offer.”  WBIDA also reserves the right to negotiate for additional services, 
equipment, or both at any point during the Term, upon mutual agreement with the selected 
Contractor. 

The WBIDA Vice President of Operations shall submit a recommendation for Contract award to 
the WBIDA Executive Committee, which shall then submit a recommendation, together with the 
WBIDA Vice President of Operations’ recommendation, to the WBIDA Board of Directors for 
approval. 

The WBIDA Board of Directors has the ultimate authority to award the Contract and to authorize 
the WBIDA President and Vice President of Operation to Execute the Contract with the selected 
Contractor. 
 

B. INITIAL SCREENING 
All submittals will be screened to determine completeness and overall responsiveness. 
Incomplete submittals will be disqualified, and the Contractor notified. 
 

C. CRITERIA USED FOR BASIS OF AWARD 
The evaluation will consider the following criteria, weighted as noted: 

1. Ability to competently provide the Services in the Waikiki environment (25%) 

2. Performance Summary and Innovative Alternative Solutions (25%) 

3. Cost for the Services (25%) 

4. Internal Administrative Operations and Logistics, Financial Stability, and Probity (15%) 

5. References (10%) 

WBIDA will score and rank each submittal based on the criteria set forth above.  WBIDA 
reserves the right to select any Contractor for the services, regardless of the cost of services or the 
criteria set forth above.  WBIDA also reserves the right to reject all proposals and/or make no 
award. The RFP does not commit WBIDA to award a contract.
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WAIKIKI BUSINESS IMPROVEMENT DISTRICT 
MAP OF SERVICE AREA 
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ZONES 
 
Zone #1:  An area of roving patrol responsibility along both sides of Kalakaua Avenue from Ala Wai 
Boulevard to Olohana Street, then mauka on Olohana Street to Kuhio Avenue, then ewa along both 
sides of Kuhio Avenue back to Kalakaua Avenue. 

Zone #2:  An area of roving patrol responsibility along both sides of Kalakaua Avenue from Olohana 
Street to Lewers Street, then mauka on Lewers Street to Kuhio Avenue, then ewa along both sides of 
Kuhio Avenue back to Olohana Street.  Primary patrol responsibility will focus on Kalakaua and 
Kuhio Avenues. 

Zone #3:  An area of roving patrol responsibility mauka of Kalakaua Avenue from Lewers Street to 
Nahua Street.  Primary patrol responsibility will focus on both sides of Kuhio Avenue. 

Zone #4:  An area of roving patrol responsibility along both sides of Kuhio Avenue from Nahua 
Street to Uluniu Avenue, then makai on Uluniu Avenue to Koa Avenue, then ewa on Koa Avenue to 
Kaiulani Avenue, then mauka on Kaiulani Avenue back to Kuhio Avenue.  Primary patrol 
responsibility will focus on Kuhio Avenue. 

Zone #5:  An area of roving patrol responsibility along the mauka side of Kalakaua Avenue from 
Lewers Street to Uluniu Avenue, then mauka on Uluniu Avenue to Koa Avenue then ewa on Koa 
Avenue to Kaiulani Avenue, then makai on Kaiulani Avenue back to Kalakaua Avenue. 

Zone #6:  An area of roving patrol responsibility along the makai side of Kalakaua Avenue from 
Lewers Street to Uluniu Avenue. 

Zone #7:  An area of roving patrol responsibility along both sides of Kalakaua Avenue from Uluniu 
Avenue to Ohua Avenue, then mauka on Ohua Avenue to Kuhio Avenue, along both sides of Kuhio 
Avenue ewa to Uluniu Avenue, then makai on Uluniu Avenue back to Kalakaua Avenue.  Primary 
patrol responsibility will focus on Kalakaua and Kuhio Avenues. 

Zone #8:  An area of roving patrol responsibility along both sides of Kalakaua Avenue from Ohua 
Avenue to Kapahulu Avenue, then mauka on Kapahulu Avenue to Kuhio Avenue, along both sides 
of Kuhio Avenue ewa to Ohua Avenue, then makai on Ohua Avenue back to Kalakaua Avenue.  
Primary patrol responsibility will focus on Kalakaua and Kuhio Avenues. 

Zone #9:  An area of roving patrol responsibility from the Waikiki Police Sub-Station to the ewa 
boundary of the Outrigger Waikiki Shores.  The public beach area is the primary patrol area; 
however, hotel walkways will be used as necessary. 

Zone #10:  An area of roving patrol responsibility from the Waikiki Police Sub-Station to the 
Kapahulu Pier, including the Waikiki Wall surfing area.  The patrol zone will encompass the public 
beach, grass areas from the sidewalk to the sand, the shower area, and the various seating areas. 

Post 1:  A permanent fixed post located at the Waikiki Police Sub-Station. 

Post 2:  A permanent fixed post located at Waikiki Beach Walk.
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SUGGESTED STAFFING PLAN 
 

A. GENERALLY 
The number of Personnel to be provided by Contractor, the location of their posts, the hours of 
duty, and any special instruction describing the nature and scope of their duties are outlined in 
this suggested Staffing Plan. 

Personnel selected to staff the Ambassador positions must possess a level of maturity and 
personality to communicate effectively and convey a sense of “aloha” and safety.  The following 
list of knowledge, abilities, skills, characteristics, and work experience desired in an Ambassador 
shall serve as guidelines to the Contractor for recruitment purposes: 

1. A high degree of physical fitness, including the ability to walk for extended periods of time 
and to ride a bicycle, sometimes in adverse weather conditions (sun, rain) 

2. Friendly, polite, mature, confident and of strong moral character in conduct and attitude, 
including the ability to: 

a. Exercise good judgment 

b. Accept and assume responsibility 

c. Respond quickly to emergency situations 

3. An aptitude to learn and retain information on the: 

a. History, culture, physical layout and general information about Waikiki 

b. Criminal Justice System 

c. Penal code and City ordinances relevant to Waikiki 

d. Laws of arrest and search and seizure 

4. Strong customer service and communication skills, including the ability to: 

a. Convey both a sense of aloha (welcome) and a sense of safety during interactions 
with people 

b. Initiate conversation with people 

c. Answer questions regarding the area 

d. Issue warnings regarding ordinance violations 

e. Write clear and concise reports 

f. Converse in a foreign language (highly desirable) 

5. First aid and CPR certified 

6. Customer service-related work experience 
 
B. MANAGEMENT/SUPERVISION 

Contractor shall provide an Operations Manager and/or Operations Supervisor(s) on-site daily for 
management and general oversight of Hospitality and Safety Ambassadors.  An individual with 
supervisory authority shall be on duty for each shift.
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SAMPLE STATISTICS COLLECTED 
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[Contractor Name] 

Hospitality/Safety Services 
FY [____] Monthly Cost Breakdown 

      

Number of Position Title Weekly Monthly Hourly Monthly 
Employees  Hours Hours Pay Rate Cost 

      
      
      
      
      
      
      
      
      
      

Total Base Labor Cost   $  
     
      
Payroll Related Costs:     
 Vacation   $  
 Medical + Dental   $  
 Training   $  
 FICA   $  
 Federal Unemployment   $  
 State Unemployment   $  
 State Disability   $  
 Workers Compensation   $  
 General Liability/Other Insurance   $  

Total Payroll Related Costs   
$ 

 

     
      
Direct Job Costs:     

 Major Equipment   $  
 Minor Equipment/Tools   $  
 Materials and Supplies   $  
 Vehicle Operation   $  
 Communications   $  

 Uniforms   $  
 Administrative Facilities/Supplies   $  

Total Direct Job Costs   $  

      
      
TOTAL OPERATING COST (Labor + Payroll-Related + Direct Job Costs): $  
      
      
Management Fee   $  
      
Monthly Net Price   $  
     
Hawaii State General Excise Tax (4.712%)   $  
      
      
TOTAL MONTHLY PRICE:   $  
     
TOTAL FY [____]ANNUAL PRICE:   $  
     
THREE-YEAR TOTAL (FY19-21):   $  
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[Contractor Name] 

Hospitality/Safety Services 
Bill Rate Schedule 

 

Pay Rates 

Position Title 0-90 Days 91 Days –  
1 Year 1 – 2 Years 2 – 3 Years 3 – 4 Years 5+ Years 

Operations Manager       

Operations Supervisor       
Assistant Supervisor/    
Team Leader 

      

Safety Ambassador       

Hospitality Ambassador       

 
Safety Ambassador 

 0-90 Days 91 Days –  
1 Year 1 – 2 Years 2 – 3 Years 3 – 4 Years 5+ Years 

Base Pay Rate       

FICA       

State Unemployment        

Federal Unemployment        

Liability Insurance       

Workers’ Compensation       

Benefits       

Overhead/Administration       

Profit/Management Fee       

Total Bill Rate       

OT Bill Rate       

 
Hospitality Ambassador 

 0-90 Days 91 Days –  
1 Year 1 – 2 Years 2 – 3 Years 3 – 4 Years 5+ Years 

Base Pay Rate       

FICA       

State Unemployment        

Federal Unemployment        

Liability Insurance       

Workers’ Compensation       

Benefits       

Overhead/Administration       

Profit/Management Fee       

Total Bill Rate       

OT Bill Rate       
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[Contractor Name] 

Hospitality/Safety Services 
Bill Rate Schedule 

 

Assistant Supervisor/Team Leader 

 0-90 Days 91 Days –  
1 Year 1 – 2 Years 2 – 3 Years 3 – 4 Years 5+ Years 

Base Pay Rate       

FICA       

State Unemployment        

Federal Unemployment        

Liability Insurance       

Workers’ Compensation       

Benefits       

Overhead/Administration       

Profit/Management Fee       

Total Bill Rate       

OT Bill Rate       

 
Operations Supervisor 

 0-90 Days 91 Days –  
1 Year 1 – 2 Years 2 – 3 Years 3 – 4 Years 5+ Years 

Base Pay Rate       

FICA       

State Unemployment        

Federal Unemployment        

Liability Insurance       

Workers’ Compensation       

Benefits       

Overhead/Administration       

Profit/Management Fee       

Total Bill Rate       

OT Bill Rate       

 
Operations Manager 

 0-90 Days 91 Days –  
1 Year 1 – 2 Years 2 – 3 Years 3 – 4 Years 5+ Years 

Base Pay Rate       

FICA       

State Unemployment        

Federal Unemployment        

Liability Insurance       

Workers’ Compensation       

Benefits       

Overhead/Administration       

Profit/Management Fee       

Total Bill Rate       

OT Bill Rate       
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