STAFF REPORT

Meeting Date: June 8, 2015

To: Honorable Mayor & City Council

From: James R. Latta, L.C.S.W.

Subject: Ambassador Program Recommendation
Attachments: 1. Block by Block Proposal

2. FY 15/16 Budget Enhancement

INTRODUCTION

In response to increased complaints from residents and businesses about aggressive
panhandling impacting the quality of life in the City of Beverly Hills’ business triangle,
City Council asked the Human Relations Commission to further investigate strategies to
mitigate this issue and recommend a solution. Then transmit the HRC recommendation
to provide ambassador program services for the City on a one year pilot basis.

DISCUSSION

The HRC determined that when complaints from the Beverly Hills public are considered
in the aggregate — key themes emerge: safety and hospitality. Anecdotal reports from
diverse sources illustrate the scope of issues faced by residents, businesses and City
staff:

e Residents report they are intimidated and frightened by aggressive panhandlers
on city sidewalks and while dining al fresco;

e Business owners report aggressive panhandlers often intimidate guests in the
outdoor dining areas and in and around retail stores;

e Police cannot cite individuals for aggressive panhandling unless someone who
witnessed the incident is willing to file a report;

e Facilities management staff report that individuals are repeatedly using city
parking structures as safe places to camp by breaking door locks and gates to
access the lots after hours;

¢ Store managers report difficulty accessing store exits through alleys due to
remnants left by campers from the night prior;

o City library staff report an average of 20 contacts daily addressing disruptive
adult patrons, this suggests a baseline of the volume of issues ambassadors
might address in the larger public environment.

The Human Relations Commission (HRC), in concert with Human Services Division
staff, assessed the city’s current strategies to address aggressive panhandling and other
quality of life issues in the business triangle. The following strategies, which are in line
with U.S. Department of Justice best practices, are currently in place:
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¢ Policy: Aggressive Panhandling Ordinance (No. 07-0-2338)
Education: Positive Change Not Spare Change

e Outreach: CLASP Homeless Outreach (services for individuals seeking
alternative to panhandling)

o Enforcement: Police respond to complaints

The HRC surveyed local communities: Santa Monica, West Hollywood and Pasadena
and found their municipal governments have established similarly structured strategies
combining policy, education, outreach and law enforcement.

However, these communities, either through local government or business improvement
districts, have also enlisted the services of private companies that provide wrap-around
safety, hospitality and cleaning services to address quality of life issues. As evidenced
by the 2015 Greater Los Angeles Homeless Count, the number of homeless individuals
in Los Angeles County has increased 12% and in Service Area 5 (including Beverly Hills,
Culver City, West LA, Santa Monica and Malibu), homelessness has increased 17%.
West Hollywood, Santa Monica, Pasadena, Long Beach and neighborhood districts in
Downtown Los Angeles, have all secured these services.

The HRC learned that there are two firms primarily providing ambassador services for
communities near Beverly Hills, with clients across the country: Block by Block and
StreetPlus. These firms have the expertise to address many of the current issues faced
by the City in dealing with the concerns raised by the business community and residents.

The HRC invited both firms to present at commission meetings on February 19 and
March 19, 2015. On April 14, 2015, the commission presented its initial findings to the
Human Relations Council Liaisons (Mayor Gold and Councilmember Krasne) and
expressed their support for City Council to move forward with enlisting the services of an
ambassador firm. The Council Liaisons advised that commission hear formal proposals
from both firms for a one year pilot program with a budget not to exceed $500,000.

On May 21, 2015 the HRC reviewed formal proposals, heard presentations from
StreetPlus and Block by Block and conducted an in-depth question and answer session
with each organization and after a comprehensive review selected Block by Block to be
engaged for providing the service.

City departments/divisions will be working closely with the selected ambassador
program. The ambassador program provides the staffing to function as “boots on the
ground”, helping to direct visitors, monitoring activity on the street and intervening when
aggressive panhandling occurs. With a consistent presence on city streets, the
ambassadors can report issues requiring service requests to appropriate departments.
The following examples demonstrate how the ambassador firm will plug-in to the work of
city departments:

e Human Services: Ambassadors triage individuals who are homeless and in-
need of the city’s existing C.L.A.S.P. homeless outreach team.

¢ Police: Ambassadors witness aggressive panhandling, radio police and serve as
victim in court proceedings. Their proactive intervention prior to necessitation of
police intervention or action may result in a reduction in overall calls for service.

¢ Policy and Management: Ambassadors will outreach merchants, visiting
businesses to provide education, assess quality of life issues, and barriers to
customer satisfaction. Merchant contacts will be shared with Policy and
Management to enrich the city’s collaborations with the Chamber of Commerce,

Page 2 of 3 6/1/2015



Meeting Date: June 8, 2005

Conference and Visitors Bureau, and Rodeo Drive Committee. Ambassadors will
provide hospitality services to tourists.

¢ Parking Facilities: Nightly patrols of city parking structures will identify homeless
individuals sheltering in facilities and link them with appropriate services thus
reducing recurring maintenance and upkeep issues.

¢ Public Works: Ambassadors can directly communicate issues requiring public
works services including graffiti removal, structures requiring maintenance.

The ambassador program will provide 21 hour coverage, with staffing numbers varying
throughout the day to match the volume of and flow of workers to local businesses, patrons to
restaurants, tourists and shoppers and nightlife activities. Ambassadors will be outfitted in
city-approved uniforms making their presence obvious yet complimentary to the Beverly Hills
image and consistent with the City’s brand. Ambassadors are hired through a competitive
selection process that integrates city values and goals. Ambassadors are required to
complete thorough training focused not only on mastery of pertinent skills but also to
establish thorough working knowledge of the ins and outs of the city to equip them with an
accurate response to questions from residents, business owners and tourists. The plan is to
base the team in the office space at the 221 N. Crescent parking garage which is currently
used for storage.

The full proposal is available for review in Attachment 1.

FISCAL IMPACT

The Council Liaison committee (Mayor Gold and Councilmember Krasne) advised the
Commission to evaluate ambassador services and impact capable within a budget not to
exceed $500,000 for the one year pilot program (Attachment 2).

The budgets presented by both firms meet the needs of the Beverly Hills community and
are within the budget set forth by the council liaisons. The cost of the ambassador firm
selected by the HRC (Block by Block) is $499,067.79 for FY 15/16.

RECOMMENDATION

The HRC is in unanimous support (5-0) of Block by Block and recommends this
ambassador firm to City Council to implement a one-year pilot ambassador program in
Beverly Hills during fiscal year 2015/16.

Block by Block was selected based on:
e |ts responsiveness to the commission’s stated priorities and concerns related to
the city’s needs.
e The fact that its services are already retained by municipal governments and
business improvement districts in neighboring communities (West Hollywood,
Westwood, Santa Monica, Pasadena, Long Beach).

Representatives from the Human Relations Commission will be in attendance to answer any
questions and express their support for Council to enlist the services of Block by Block for its
pilot ambassador program.

Steve Zoet, Director
Community Services

Approved By v O
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May 12, 2015

Jim Latta
Human Services Administrator

City of Beverly Hills
455 N. Rexford Drive, Suite 250
Beverly Hills, CA 90210

Dear Jim,

After spending a good amount of time with our team discussing the elements of the plan
we've developed specifically for the City of Beverly Hills proposed Ambassador Program, we
couldn’t be more excited about this opportunity. Beverly Hills is a city of legendary status,
with unprecedented charm, and I'm excited to propose an Ambassador program that truly
will add a human touch in a variety of ways.

The program we’re envisioning embodies almost every aspect of Ambassador programs we
operate across the country to include a significant hospitality element to work with visitors
and merchants, a human resources element to work with persons in need and a safety
element to take ownership in all aspects of the public right of way. We're committed to
creating a highly flexible program that is continually managed to ensure the program is visible
and effective.

Every one of our seventy plus customers has gone through an evaluation process to
determine what separates us from competitors. What nearly every customer has told us is it's
the ‘service after the sale’. Part of what you're buying with a Block by Block program is an
infrastructure and a full team that stays on the forefront of public space management issues
and solutions. These will be invaluable ingredients in making sure the Beverly Hilis
Ambassador program continually evolves to meet the ever changing demands of the district.
Our customers have found that this is an important element to making sure their program is
not only turn-key, but that their investment is continually fine-tuned to make sure we give you
the most effective program possible.

Thank you again for this opportunity. We look forward to speaking with you further!

Sincerely,
YA ik
Blair McBride Derreck Hughes Mark Lammon

President VP of Operations VP of Business Development



‘%ﬁ The City of Beverly Hills

Ambassador Program Proposal ¢ May 12, 2015

TABLE OF CONTENTS

Executive SUMMary ......ccccvvviivniiiiininiiiineienneenene e, 1
ObSErvations .......c.cccceeereiiciciiinici et 5
L@ 10T o - o TR 6
Equipment, Uniforms, & Branding ......c..ccccceevvininininncnncnen. 13
Training & Recruitment .......ccccceiviiiniiiniiiinneiinnnen, 16
DePloYmMENt .....ovvviimiinriiiiiiiniinit e 18
CoSt SUMMATY ...coviiiiiiiiiieiinccrcrr e 21

FAN 0 €Yot 01 1 1= 0 15 SRR 22



BLOCK, . .
‘Mé The City of Beverly Hills

Ambassador Program Proposal ¢ May 12, 2015

EXECUTIVE SUMMARY
BEVERLY HILLS: MAKING CONNECTIONS

Block by Block is extremely excited
about the opportunity to implement a
highly flexible, dynamic Ambassador
Program for Beverly Hills. From our
conversations, observations and
interaction with stakeholders in Beverly
Hills, we believe we have a strong
understanding of what the city is
hoping to accomplish with an
Ambassador program. Additionally,
we're excited about not only delivering
on your expectations but crafting the
details to make the program
accomplish more than you expected.

Within these pages you'll find our customized deployment plan along some of our ideas on equipment
and other special projects for creating an effective and relevant Ambassador Program on the streets of
Beverly Hills. We'd like to point out a few key items within the proposal:

1. UNDERSTANDING THAT THE PROGRAM IS DESIGNED TO MAKE
CONNECTIONS

From our conversations with the leadership of the City of Beverly Hills we understand that the
program needs to be relevant with a number of user groups. Essentially we believe the
program should be focused on ‘making connections’, with a variety of constituent groups to
include:

& Connecting with Visitors. Beverly Hills is a place like no other. It's important that the
Ambassadors be keenly aware of all the people to offer a genuine greeting to each visitor.

€ Connecting with Businesses and Merchants. The success of merchants and businesses is
imperative to a healthy economy. It's important for downtown organizations and cities to
develop strong relationships with merchants and Ambassador Programs are a great
conduit to provide that capacity. Ambassadors provide the opportunity to educate
merchants as they make their connections.

€ Connecting with Persons in Need. One of the largest roles an Ambassador Program can
play is connecting with members of the street population. We've separated ourselves from
competitors by understanding that you first must divide the visible street population into
three categories: persons with needs, quality of life violators (persons without a legitimate
need) and the antagonistic, anti-establishment street activists. We've developed strategies
for each and defined the role of the Ambassador in handling them.
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2. INJECTING LEADERSHIP AND INFRASTRUCUTURE TO MAKE THE
BEVERLY HILLS AMBASSADOR PROGRAM HIGHLY EFFECTIVE

What our customers are buying is access not just to a vendor who will hire personnel and
procure uniforms and equipment. What you're buying is access to a wide range of company
infrastructure. While our main competitor claims to have infrastructure, we greatly challenge
this. Infrastructure comes through hard work, growth, and occurs through reinvestment
naturally over time.

Some of the elements of Block by Block’s infrastructure that will be part of the City of Beverly
Hills Ambassador Program includes the following:

@ Southern California Corporate Support. We have a dedicated Vice President in the area
to provide quality assurance and to be actively involved in the daily happenings of our
programs in the Los Angeles area.

@ Real Training: Our training program
has been one of the largest
investments we’ve made over the last
five years. We've taken every
concept we've ever wanted to share
with a front line Ambassador and
have created a video series with
supporting work book material, rich
in scenarios. This very detailed
training instructs the Ambassador on
the proper ways to do things in a
format that allows for localization and
ensures consistency regardless of the
skills of the local manager delivering training.

& In the Neighborhood Operations. We currently operate programs in Santa Monica,
Westwood Village, the City of West Hollywood, and the Sunset Strip. With operations so
close to Beverly Hills we can provide additional capabilities and share resources. In
addition we'll share data and track trends among the entire group.

& Financial Capabilities with Local Decision Making — we’re owned by a larger holdings
company that finances all growth internally, while at the same time the holdings company
allows us to make our own business decisions. This ensures that operations are continuous
regardless of what is happening in our other accounts.
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3. SUPPORTING WITH REAL TECHNOLOGY

Districts have to move past
just collecting ‘statistics’ as
they are only useful if you

know what to do with them.
That's why we've developed a
technology reporting system, SUS em
called SMART, that's useful

for downtowns and provides |[Statistics Management - Ambassador Reporting & Tracking

us with valuable data to make program decisions. We'll develop specific data that we wish to
collect with Beverly Hills. We'll hit the ground running by:

& Documenting all Interactions. Ambassadors will document every interaction they have
with people in the district, ranging from visitors, workers, or business owners. This data
will be collected and shared with the City of Beverly Hills.

@ Document Interaction with Persons of Interest. Each
Ambassador will document their interaction with persons of )
interest (homeless, quality of life violators, and street Sidewalk
.. . . . ele i Oays Aged st
activists). This will allow us to prioritize the most pressing Oste Rrported g8.10.3012
concerns for our social service and law enforcement partners. st et g
100 S Main St

Meirn Shelter
€ Document Infrastructure Issues. Even though thisis a Safety |

Ambassador Program, we still think there is an opportunity to J Curbbaslydamagedabus ssop,

. . . tripping / falling hazard into trafic
provide feedback about current infrastructure conditions to
the City of Beverly Hills. We can provide pictures and even
document the time it takes for the issue to be resolved.

Mirisance . Vigw Request G

@ Loulsville Downtown Partnership
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WHY OUTSOURCE AND WHY OUTSOURCE TO BLOCK BY BLOCK

Delivering Clean and Safe services to over seventy districts across the country gives us the advantage
of knowing what works and doesn’t work in communities. Block by Block isn’t just another janitorial or
security company; we only do in city districts and only provide AMBASSADORS.

3

National Best Practices -we know what works across the country from gum removal,
homelessness, power washing, and graffiti. We implement the best of what we see into your
program locally. We're able to take ideas like Demand Based deployment or social service
outreach programs, look at how your city functions, and develop a tailored program that works
best for you.

Regional Presence — We have a strong presence in the Southern California Area and we can
use our resources to help meet the demands in the neighborhood. For example, we're
suggesting getting all of our Operations Managers together in the area to discuss specific
issues that are affecting Southern California.

Economies of Scale - through our volume of districts we're able to leverage our purchasing
power to get our customers the best possible price on everything from trash bags to uniforms.
We purchase everything at wholesale prices savings our customer’s money to provide more
hours on the street.

Risk Management — Our team handles all workers compensation claims and OSHA issues. This
provides a level of protection to our customers that cannot be offered if in-house. For
example, just last year an ambassador in Minneapolis was injured by a reckless motorist
resulting in a $500,000 workers compensation claim. Being part of the Block by Block team
means everyone shares this risk. Even the task of managing a significant risk of a claim can take
hundreds of labor hours to handle.

Corporate Support - Our corporate support center allows our Operations team to spend
more time on the street rather than handling logistics and paper work.

Training — Our ambassadors never stop learning about how to be the best. Each ambassador
receives weekly, monthly, and quarterly training and can be done via our web based system.
We update our training on a regular basis to include the best practices around the country.
Just in the last three years we've spent over $50,000 on developing specific training models
just for ambassadors working in the public right away.
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OBSERVATIONS

During our numerous visits to Beverly Hills we've been able to make a number of observations which
have been key to shaping our recommendations. These include:

& A Significantly Visible Homeless Population.
While the actual number of individuals is not as
large as some of the other districts we've
visited, they are highly noticeable within the
confines of Beverly Hills. This gives the
perception of disinvestment within the district
area.

€ Vastly Different User Groups. Beverly Hills
isn't just a place for people to work or live, it's
also a massive visitor and tourist destination.
These visitors can range from locals who patronize to the local shopping scene to the
family from the Midwest who wants to take their picture on the famous Rodeo Drive.
What's important is that all of these users feel safe and welcomed and have a great
experience, so they are more likely to return to patronize the district again.

@ Unsecured Parking. The parking lots around the district are not actively monitored or
patrolled which allow individuals to sleep and/or panhandle in the structures. Drivers who
have just parked are then accosted once they leave their vehicle which creates an uneasy
feeling as soon as they've entered the district.

€ High Supply/High Demand. Visitors to the district are often generous to those who are
panhandling in the area. We witnessed many patrons in outdoor dining patios give money
away just to not be bothered. We suggest creating a public education campaign to
encourage people to give money to social service agencies instead of panhandling. We've
worked with many cities that have implemented highly
creative programs where people can give back. We will
work with the City of Beverly Hills to develop a campaign
that represents the culture and values of the community.

@ Beyond Safe. Ambassadors will also be trained to be on
the look-out for graffiti tags and stickers on infrastructure.
Our Ambassadors will carry graffiti removal spray and
scrapers in order to remove these from the downtown
environment during their patrols. This will further enhance
the feeling of safety in the district.
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OUR PLAN FOR THE CITY OF BEVERLY HILLS
AMBASSADOR PROGRAM

During our numerous visits to Beverly Hills we've been able to make a number of observations which
have been key into shaping our recommendations. These include:

o We'll build the team with very friendly people
that like to interact with the public, but who can
also be firm, yet courteous in appropriate
situations.

o Our focus with the Beverly Hills Ambassador
program is to make sure we 'continually engage’
the public. Other firms don’t understand this.
Their Ambassadors are fine with standing by
waiting for something to happen or only being
helpful when asked a question. This isn’t a good
use of resources.

Details

o We believe in continuous engagement because if
a visitor has an unwanted interaction with a
person violating a quality of life crime we believe
that experience can be offset in a positive way
by a great experience with an Ambassador.

Connecting with
the Public

o Our Five Steps to a Great Public Engagement
Experience is chock full of details such as how to
give great directions (most people can't do this).

o We'll take into account localized training

How We'll Train because our training model was developed to be
template driven, meaning that for every city
we're in we identify and share with all
Ambassadors where a pedestrian can get
everything from a shoe shine to what time the
parking meters are enforced.
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Connecting with
the Public

How We'll Track
and Measure
Success

Every public engagement in Beverly Hills will be
entered into our SMART System which will tell
you the details you'd want to know. It will tell
you where a direction took place, by which
Ambassador at what time and to what business.

We'll be looking at launch time and the period
once we get into the daily groove.

6 - 8 public interactions per hour and 8 —
12 on average every hour after 90-days
of service.

One of the keys to our public
engagement series is to drive feedback
from the public about the district
experience. We'll be looking for one to
two positive comments via email upon
launch and two to four consistently after
90-days of service.
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o Each Ambassador will be expected to complete
between four and six merchant contacts per shift

o As much as possible we like to arm ambassadors
with a reason for stopping in. Often times this
includes ‘educating merchants’ about ways they
can help themselves to include:

o Explaining how trespassing notices work and
getting them to sign a city police trespassing

notice
Details
o Disseminating messaging campaign materials

such as:

= Put Your ‘Junk In Your Trunk’ flier to
educate the merchant’s employees on
not becoming a victim of car break-ins

= Anti-cigarette litter campaigns to
educate the employees of the business
to not flick their cigarette butts into curb
lines.

Connecting with
Merchants

o We've developed a fantastic ‘right way/wrong
way’ video and supporting materials for
managers to outline the important steps in a
great business contact.

How We'll Train

o Every business contact will be documented in
the SMART System. Within the system we’ll note
the following about the merchant interaction:

*  Ambassador completing
*  Business Contacted

How We'll Track * Name of contact at business

and Measure . . .
= Details of the discussion

o We have the ability to flag each interaction for
follow up if there is something that is discussed
that is valuable to the district, such as a
complaint, concern or piece of info. If something
is flagged for follow up your designated staff will
receive a report of those businesses.




@

BL!

.4

=y

The City of Beverly Hills

Ambassador Program Proposal ¢ May 12, 2015

Connecting with
Persons in Need

Details

o We'll observe and when necessary engage
visible members of the street population to
determine which category they fall into:

»  Truly in need (a viable need can be fulfilled,
such as mental health services)

*  Quality of Life Violator — non-aggressively or
aggressively asking for money, loitering, etc.
These people usually consciously resist the
offer for services.

= Street Activist - individuals who are often
homeless by choice to make political or social
statements. These people tend to hostile to
any authority.

o We'll complete daily counts

o We'll focus on prioritization for law enforcement
and outreach partners as they both have limited
resources

How We'll Train

o We have developed a variety of training
materials to include:

®  Very detailed protocol on the
appropriate way to safety and effectively
deal with any member of the street
population along with an understanding
what each interaction is designed to
accomplish

= Avideo series on the ‘right way/wrong
way' to deal with a quality of life violator.

o We'll also work with the City of Beverly Hills to
develop protocols for handing all situations with
those in need.
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o We'll use the SMART System to develop a
known person’s database and track the progress
of people within the district. We'll open this
database up to our other accounts nearby to
determine whether individuals are moving
amongst districts.

o Working with stakeholders in the district, we'll
determine who the top 10% of problem makers
are in the district and focus our resources on

How We'll Track these individuals.

and Measure
Success

Connecting with

Persons in Need o Success will be measured by:

* The decrease percentage in panhandling

= Whether our Ambassadors are able to
connect people with services

* If our program to provide basic needs
such as birth certificates and IDs are able
to keep people from returning to the
street

10
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Injecting Block by
Block’s
Infrastructure

Details

Our National Best Practices are one of the
many ways that sets us apart from the
competition. Our Operations Managers are
able to call on their counterparts across the
country to ideas and advice at any given time.

In order to hit the ground running we're
recommending one of our Operations
Managers from a neighboring account be in
charge of Beverly Hills.

We're proposing designating some of our
Safety Ambassadors as Safety/Outreach
Ambassadors

How We'll
Train

Our Operations Manager goes through
extensive training including a yearly meeting
which was most recently held in New Orleans.
This person will also have years of in-field
experience.

Designated Safety/Outreach Ambassadors will
receive additional training from a nearby
account that has a full-time outreach program.
They will receive hands on training from the
Outreach Worker and learn about best
practices, particularly those pertaining to
Southern California

We have an annual outreach meeting where all
of our outreach Ambassadors across the
country come together to share best practices

How We'll

Track and
Measure
Success

The performance of our Operations Manager.

The quarterly survey results that the city of
Beverley Hills provides to Block by Block on job
performance of our entire team.

11




g

The City of Beverly Hills

Ambassador Program Proposal e May 12, 2015

Incorporating Real
Technology

Details

Use the SMART System to collect data
ranging from the number of interactions with
visitors, motorist assists, documenting graffiti
tags, and referrals for service with people in
need.

Deploy a guard tour system throughout the
district and develop routes that address hot
spots and frequency of service levels.

Equip each Ambassador with radio
communication to stay in constant contact
with each other.

How We’'ll Train

Every Ambassador will receive a tutorial on
how to use the SMART System along with
quarterly training updates the incorporate
new features.

Radio Protocols and Guard Tour usage are
part of our initial new hire training. These
protocols are reinforced as part of our weekly
training and safety bulletins.

How We’'ll Track
and Measure
Success

The SMART System automatically tracks
trends and can be sorted by Ambassador,
time of day, or area of the district. For
example, if we see a certain Ambassador is
interacting with less people than a
counterpart we can determine whether this is
due to the route they are assigned or
whether it is a training issue. We can
reinforce training or adjust the route
accordingly.

We will review guard tour reports on a
regular basis to ensure all routes are being
properly adhered to. We'll measure the time
it takes for each individual Ambassador to
complete the route for additional
accountability.

12
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EQUIPMENT, UNIFORMS, & BRANDING
SAFETY RELATED EQUIPMENT

EQUIPMENT OVERVIEW SAMPLE

We recommend the inclusion of police edition bikes
for the use of Safety Ambassadors being mobile
through the Beverly Hills streets. Our interest is to
make sure that if a Safety Ambassador is contacted
by a stakeholder or another Ambassador they can
respond more quickly on bikes than responding by
Police Edition | foot especially if it's a long walk.

Bikes It's our recommended protocol that Safety
Ambassadors will circulate among high visibility
intersections in the district using the bike to move
from point A to point B using the streets (never just
riding for extended periods). When on a sidewalk
the Ambassador will not be on the bike, but standing
next to it or have it locked.

Deploying staff appropriately between outlying
areas and critical areas in the core of the district will
be important. For this reason we are recommending
implementing a guard tour system that will help us
best coordinate routes between the various areas of
the district.

Guard tour systems have been adapted from the
security industry and allow for reporting of patrols
and activities in a condensed report format. The
system we use is known as the ‘PIPE’ system and
Guard Tour works by Ambassadors touching magnetic contact
Systems points, known as ‘buttons’. These buttons are
strategically placed throughout the district. As a
contact is made it is date and time stamped by an
internal clock in the pipe. The pipe is downloaded by
a reader, which is connected to a PC. Using the
software the data is converted into easily reviewed
reports. Date can be sorted by date range, activity
or Ambassador. The system is proven to be valuable
in justifying to district stakeholders the level, and
frequency of coverage they receive from the safety
program.

13
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RECOMMENDED COMMUNICATIONS RELATED EQUIPMENT

EQUIPMENT OVERVIEW

We believe a critical function of Ambassadors will be to track individual interactions
with persons of interest in the district. For this reason we will issue each of them an
iPod Touch iPod Touch, which will run our SMART System application. Additionally, the
Ambassadors will be able to document incidents, maintenance issues, and enter
details of equipment usage through the SMART System on the iPods.

Two cell phones are recommended as part of the program.

= Operations Manager — would have a dedicated IPhone, and would be
required to respond to program needs during working and non-working
h

Cell Phones ours

* Team Leaders - would have a shared cell phone, which would also serve as
the “field dispatch’ number. This phone number is recommended to be
widely publicized to stakeholders in order to request the services of the
Ambassador program.

For use by key staff members in completing their duties and administrative tasks.
We will also issue a Block by Block email address. Many of our customers issue the

DeSktotp managers an email address of the district for continuity of communications.
co.mpu er Computers are designated for:

printer and

digital camera *  Operations Manager

= Team Leaders (shared)

14
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BRANDING

The phrase “image is everything” is extremely relevant to the safety and cleaning services provided by
Ambassador Teams! We recognize the importance of branding our customer’s organization in
everything we do. Our emphasis on brand is designed to promote our customer’s organization, not
ours. We have a tremendous amount of experience and expertise in effectively presenting our
customers brand through a variety of mediums, including:

1. UNIFORMS

Our staff provides recommendations for a uniform look for your program. Our recommendations
consider your logo, colors of interest and the functional need to be highly visible.

2. COLLATERAL PIECES

Maps, brochures and other informational pieces are AtYour Service...

important elements in branding your program. Our 2
in-house graphic design team can provide drafts of P &%
collateral pieces for your consideration. We can ‘ P ivw-
provide your organization with print-ready designs '

| . :
for the agreed upon finished products. Samples of DID -

these collateral pieces may include: AT,

€ Program introduction cards

& “We Were Here" fliers to inform
businesses of services provided by the
team

€  “Who to Call” fliers to visually

communicate which agencies are

responsible for various elements in the
public right of way

Maps

Recruitment Brochures

L
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TRAINING & RECRUITMENT

ft's our combined belief that training is one of the most critical functions of each of our programs. No
other element of our operating model has received more investment over the last three years than our

training program!

Once we have used our proven recruitment and selection process, the next important step is to
transform the friendly person with the great work ethic into a great Ambassador to deliver first rate
safety and hospitality services for the City of Beverly Hills.

The most important objective of our initial and on-going training program is to prepare each team
member with the skills they will need to be effective in serving in an urban environment. Upon
completion of training, your staff will be well versed in all facets of their responsibilities, to include a
few components which are often overlooked in other provider’s training programs:

TRAINING NEED

WHY IT’S CRITICAL

Articulating
GOOD Directions

Believe it or not, most people don’t know how to provide good, easy to
follow directions!

Being comfortable
saying ‘hello’ or ‘good
afternoon’ to a district
worker

Most people say they'll speak to a stranger, but need help, training and
encouragement to become comfortable and ‘automatic’ at doing so
consistently.

Conveying
'Who You Work For’

If not trained properly staff members won’t accurately explain that
services are provided by the improvement district organization, leaving
pedestrians to assume the person is in some way associated with the city.

Finding opportunities

We encourage our safety and hospitality staff members to find ways to
enhance the downtown experience - holding a door, carrying grocery

persons involved in
quality of life crimes
discontinue their
behaviors

to “Make Their Day” bags for someone, or walking someone to their destination. We'll train
your staff to identify these opportunities.
People involved in quality of life infractions or low level behaviors are
Effectively requesting | often deterred by an effective ‘ask’. We'll train staff to be ‘firm, yet

courteous’ and in the use of effective techniques to gain compliance. This
form of ‘asking’ has proven very effective in deterring unwanted activity,
even though the activity may be perfectly legal. Remember you won’t
believe what you get by ‘asking’!

These are but just a few of the many critical concepts, which will be delivered during training. We'll be
certain the staff we select for your program is fully prepared to provide the best possible service to

persons for Beverly Hills!
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All of our Ambassadors follow the training curriculum below:

Satety Ambassador cimndudum Hospitality Carnculung
Sect Topic Hours Sect Topic Hours
Orlentation Orlentation
11 Background of Block by Block 10 1.1 Background of Block by Block 1.0
12 Introto the Customer 10 12 Introto BIDs & the Customer 1.0
1.3 Perceptions 1.0 1.3 Perceptions 1.0
14 Whatisan Ambassador 1.0 1.4 What s an Ambassador 10
21 Op 1 dures - | 05 21 Op | dures - ] 0.5
23 Operational Procedrues - Safety Specific 1.0 24 Operationsal Procedures - Hospitality Spec 1.0
25 Communications 1.0 25 Communicaitons 1.0
2.6 Reporting 20 26 Reporting 2.0
3.1 District Orientation & Training 95 3.1 District Orientation & Tralning 9.5
3.2 PublicEngagement Training 20 32 C Ser & the Engagr Experi 3.0
4.1 - All Amb d 10 4.1 - All Amb d 10
4.3 Scenarios - Safety 20 4.4 Scenarios - Hospitality 1.0
45 Workplace Safety 1.0 4.5 Workplace Safety 1.0

in addition to the above training content for each position we would also recommend the new
Ambassador spend sixteen hours working with a seasoned staff member. This provides on the job
training, which provides for on-the-application training and on-the-spot coaching. We will place the
newly hired Ambassador in an orange in training’ shirt, so the public doesn't perceive these are two
Ambassadors walking together.

RECRUITMENT

The recruitment process is one of the most important steps in our employee search. The goal in this
process is to generate as many qualified applicants as possible from several different skill and
experience levels. Our philosophy has always been hire for personality and train for skill. We are
looking for friendly individuals have a strong interest in making the neighborhood better.

Block by Block will target employees of industries from the janitorial, security, safety and customer
service fields. We're looking for employees who have demonstrated experience in similar working
situations or who have extensive experience dealing with the public. The following diagram outlines
our hiring process:
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DEPLOYMENT

We've developed our deployment model based on our knowledge of the Beverly Hills and discussions
with stakeholders regarding service level needs. We've divided the district into two zones with Rodeo
Drive acting as the border. We've called these areas Triangle East and Triangle West Respectively.
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DEPLOYMENT SCHEDULE

Primary Assigninent  Suft Moo Fues Wed Thars (0 Sal Tota

Triangle E./Structures 8 8 8 8 8| 48 o

7 _ Wake-up Team / i

Triangte W./Structures| Moming Safety/Bike 8| 8| 8|8 |8|s8]|as g

Safety Ambassadors @
DayDeployment | 12:00pm-8:30pm |  Triangle EAW Foot and Bike Patrol s| 8|8 s 8 | a8 o
-]

Triangle E./Structures 8 8| 24 o

10:30am-7:00pm &S Foot and Bike Patrol 2

Triangle W./Structures 8 8 8 | 32 3

8 =

s

sl Weekly Houry

The following outline provides details of the recommended service and deployment plan we envision
for the Beverly Hills Ambassador Program:

SAFETY SERVICES

DETER AND REPORT

»  Continually circulate through assigned zone on bike to provide high visibility to deter unwanted
behaviors

* Report unwanted activities, crimes or disturbances to the Beverly Hills Police

* Assist police by being “witness complainants” in cases involving Ambassadors

QUALITY OF LIFE CRIME DETERRENCE

* Ambassadors will engage people identified to be panhandling, in order to suggest services,
coordinate services. When services are refused document the interaction in SMART System.

* Those people in violation of the sit/lie ordinance, along with other pertinent ordinances, will be
engaged and reminded of the ordinance. If the person does not comply the Beverly Hills Police
would be called to address the situation

* Document each individual engagement and activity in SMART System in order to track the
frequency of unwanted activities to mobilize enforcement efforts of those people resisting
services
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CONTINUAL ENGAGEMENT OF THE HOMELESS POPULATION

| s

" Contmually mrculate through the dlstnct to |dent|fy homeless people |
* Engage homeless people in order to build relationships and encourage assistance from social
service providers in order to coordinate service delivery.
| = Triage the needs of homeless people in order to encourage appropriate services from provider
agencies.
I * Document all interactions in the SMART System database so that individuals can be prioritized
based on need and their visibility in the district.

isAFETY_EschTs " d A A

= Ambassadors can meet dlstrlct workers, residents, or visitors at their location and escort them
to their destination within the district
| ® Pedestrians can request a safety escort by contacting the promoted number, which is the
shared cell phone carried by on-duty staff members

PUBLIC ENGAGEMEN'I; & HOSPITALITY

. Ambassadors WIII be a hlghly visible presence continually cwculatmg through key corridors
| frequently as well as outlying areas of the district
* Ambassadors will engage visitors of the public with a friendly greeting and be very responsive
to opportunities to provide directions, recommendations or assistance
* Ambassadors are ultimately will be one of the caring faces of Beverly Hills

REPORTING
L =

Ambassadors document their activities and accomplishments in the field, using SMART System in
| order to track:

=  Alltasks to substantiate activity

* Engagement with each homeless person or panhandler in order to track each street team
members interactions

* Incident Reports

BUSINESS CONTACTS

I Ambassadors will visit with at least three Beverly Hills business owners on each one of their shifts:

‘ * Provide information to business owners about events or changes occurring within the district
* Report business owner concerns to the City of Beverly Hills for follow up.
* Distribute collateral material about the Ambassador Program to district workers and visitors

20
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COST SUMMARY
DR d
D
Pay Rate $ 12.50 | $ 13.50 | $ 1550 | $ 27.10
FICA $ 0.96 | $ 1.03| $ 1.19 | $ 2.07
wC $ 0.63 | $ 0.68 | $ 0.78 | $ 1.36
Liability $ 0.32 | % 0.34 | % 0.40 | $ 0.69
Unemployment $ 0.88 | § 0.95 | $ 1.09 | $ 1.90
Subtotal $ i528 | $ 16.50 | $ 1894 | $ 33.12
Overhead $ 166 | $ 1.66 | $ 1.66 | $ 1.66
Benefits $ 1.13 | $ 1.13 | $ 1.13 | $ 1.13
Profit $ 1.80 | % 1.80 | $ 180 | $ 1.80
Bill Rate $ 19.87 | $ 2109 $ 23.53 | $ 37.71
Weekly Hours 200.00 88.00 96.00 40.00
Annual Hours 10,400.00 4,576.00 4,992.00 2,080.00]
Annual Billing 206,628.09 96,508.23 117,482.15 78,443.87

ANNUAL BILLING

BUDGET SUMMARY

Category
Labor $ 397,793.99
Benefits $ 24,954.89
Labor Related (background checks, recruiting, awards, etc.) $ 4,755.92
Uniforms $ 6,625.00
Operations Center & Utilities $ 3,300.00
Equipment $ 5,562.39
Mobile Graffiti Removal Supplies $ 1,400.00
Equipment Related {maintenance) $ 1,343.75
Office Supplies & Printing $ 1,075.00
Miscellaneous $ 500.00
Administrative Support (mgmt, travel, postage, etc.) $ 12,065.00
Profit (8.75% of all above expenses) $ 40,195.39

TOTAL

499,576.78

499,067.79

4 of Total
79.6%
5.0%|
1.0%)|
1.3%
0.7%
1.1%
0.3%
0.3%
0.2%
0.1%)|
2.4%
8.0%
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ATTACHMENTS
RESPONSES TO SPECIFIC RFP QUESTIONS

1. Maximum budget of $500,000 for a pilot program starting July 1, 2015-June 30, 2016
2. Staffing and Geography
a. “Hot” times: Mornings in parking structures and alleys when workers are coming

to work, lunchtime, afternoon shopping/tourism, nightly dinner/bar scene

and overnight camping in parking structures.
b. Please respond to the following:
i. Clearly define daily staffing strategies to address these “hot” times
Our deployment plan creates specific routes that will address all of
these hot times. For example, in the morning our Ambassadors will
focus on parking structures and routes that workers take to their places
of employment.
ii. How do staff cover the area (foot, bike, car)
Ambassadors will be on bike or foot during their patrols.
iii. Discuss staffing geographic areas and daily routes
Please see our deployment section.
¢. Geographic areas requested
i. City parking garages where homeless currently sleep
ii. Downtown district (Business Triangle and South Beverly Drive)
iii. Beverly Gardens Park, Civic Center and Library
3. Staffing and presentation
a. What is your approach to working with the City to develop an appropriate
‘script’ with hospitality information for visitors and tourists
In every city we work in, we customize our training to include local hospitality
information. Our Ambassadors will receive standardized training such as how
to give directions or reccommend a tourist destination. We then will work with
the city to train the staff on local history and tourist information so they truly

are Ambassadors for Beverly Hills.
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Discuss content and scope of training for new ambassadors and how you would
incorporate City customer service standards into training.
Please see our section on training. We will also invite local city officials and
stakeholders to provide more training about Beverly Hills. We’ve discovered
that plugging in local stakeholders in the training process also makes the
Ambassadors feel more engaged to what is happening in the district.
Hiring criteria — what types of candidates you look for?
Please see section on Recruitment.
Incorporate City branding guidelines into recommended staff uniform with final
City approval.

i. Show samples of other uniforms

Please see section on Equipment, Uniforms, and Branding.

Discuss work/office space needs
Our office needs are very small. We will need to find an area to securely look
bikes and radios at the end of each shift. Also a small briefing area and a

restroom for the Ambassadors to use.

4. Coordination with City Departments

Meet with BHPD, Human Services and Policy and Management representatives
weekly until all problem areas are addressed
i. How do you collect, analyze and provide contact data to help identify
problem individuals/locations.
Please see section on Incorporating Technology.
ii. What methods do you use in real-time to communicate with appropriate
city departments.
Our Operations Manager is expected to develop relationships with the
appropriate city departments. This individual will be responsible for
relaying information back to the city in real time based on the protocols

we develop with the city for communications.
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5. Community-based coordination
a. How would your work with the City to develop an outreach plan to business
associations, Chamber of Commerce and local businesses
i. Provide concrete examples from other cities
All of our programs include outreach to local business associations and
local businesses. This can include lunch and learn meetings to hear
about what services the Ambassadors Provide. On an on-going basis we
distribute collateral materials to inform local businesses. We have
included local Minneapolis Materials as an example in the proposal.
b. Once businesses are engaged, what are ongoing education strategies to keep
staff at local businesses aware of your services?
Our Ambassadors will regularly stop in to local businesses and provide
collateral materials and remind businesses of services.
c. What are the strategies you use to establish and maintain resident awareness of
your services?
Many of our districts have regularly scheduled resident meetings in which the
Ambassadors attend to hire from residents and talk about the services that are
available. We also will deploy our Ambassadors so that they can greet
residents on their way to and from their homes in the district. Residents will
soon feel as though the Ambassadors are part of their neighborhood.
d. What are the strategies you use to make services available to tourists?
We suggest a marketing campaign in the district to awareness of the
Ambassadors. This can be as simple as posters stating if you have a question
ask a Beverly Hills Ambassador with their picture on it. We’ve found that
educating local businesses on services translates to them education the

tourists.
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6. How will you address and reduce aggressive panhandling in the City?
Panhandling has to be addressed in a multi-tiered way. First we must identify those in
need versus those who are opportunists. Our Ambassadors will focus on getting those
in need the services that they require so they no longer our panhandling. The other
aspect is to dry up the source of revenue for the panhandlers by educating the public
not to give. This includes the Ambassadors educating the public when they someone
giving money to panhandlers. These education campaigns have been successful in
many of our cities. For example, in Cleveland the panhandling rate dropped by 40%
after launching the education campaign.
7. Present insurance and liability coverage information

Insurance and liability information are attached.
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CERTIFICATE OF LIABILITY INSURANCE ¢.4c 1 of 1

DATE (MM/DD/YYYY)
04/01/2015

THIS CERTIFICATE IS ISSUED AS A MATTER OF INFORMATION ONLY AND CONFERS NO RIGHTS UPON THE CERTIFICATE HOLDER. THIS

CERTIFICATE DOES NOT AFFIRMATIVELY OR NEGATIVELY AMEND,

EXTEND OR ALTER THE COVERAGE AFFORDED BY THE POLICIES

BELOW. THIS CERTIFICATE OF INSURANCE DOES NOT CONSTITUTE A CONTRACT BETWEEN THE ISSUING INSURER(S), AUTHORIZED
REPRESENTATIVE OR PRODUCER, AND THE CERTIFICATE HOLDER.

IMPORTANT: If the certificate holder is an ADDITIONAL INSURED, the

policy(ies)must be endorsed. If SUBROGATION IS WAIVED, subject to

the terms and conditions of the policy, certain policies may require an endorsement. A statement on this certificate does not confer rights to the

certificate holder in lieu of such endorsement(s).

PRODUCER
Willis of Massachusetts, Inc.
c/o 26 Century Blvd.
P. 0. Box 305191

CONTACT
| NAME.

PHONE

(AIC NO. EXT): 888-467-2378

877-945-7378 | T oy
ABMDAEIELSS certificates@willis.com

Hashvills, TN 37230-5191 INSURER{S)AFFORDING COVERAGE NAIC #
INSURERA: Catlin Specialty Insurance Company 15989-000
INSURED N i -
Mydatt Services, Inc. INSURER B: Starr Surplus Lines Insurance Company 13604-001
dba Block by Block INSURER C: Navigators Insurance Company 42307-900
7135 Charlotte Pike, Suite 100 l
Nashville, TN 37209 INSURER D:
INSURER E:
| INSURER F:
COVERAGES CERTIFICATE NUMBER: 23025222 REVISION NUMBER:

THIS IS TO CERTIFY THAT THE POLICIES OF INSURANCE LISTED BELOW HAVE BEEN ISSUED TO THE INSURED NAMED ABOVE FOR THE POLICY PERIOD
INDICATED. NOTWITHSTANDING ANY REQUIREMENT, TERM OR CONDITION OF ANY CONTRACT OR OTHER DOCUMENT WITH RESPECT TO WHICH THIS
CERTIFICATE MAY BE ISSUED OR MAY PERTAIN. THE INSURANCE AFFORDED BY THE POLICIES DESCRIBED HEREIN IS SUBJECT TO ALL THE TERMS,
EXCLUSIONS AND CONDITIONS OF SUCH POLICIES. LIMITS SHOWN MAY HAVE BEEN REDUCED BY PAID CLAIMS.

SUBR

POLICY EFF

INoR TYPE OF INSURANCE pRDL| SUBH  poLicy NUMBER A A e LIMITS
A | X | COMMERCIAL GENERAL LIABILITY XGC—-684760-0416 4/1/2015 |4/1/2016 |EACHOCCURRENCE IS 1,000,000
| CLAIMS—MADEIZ] OCCUR PAMREI N ) s 50,000
| MED EXP {Any ons person) $
L] PERSONAL & ADV INJURY s 1,000,000
| GEN'L AGGREGATE LIMIT APPLIES PER: GENERAL AGGREGATE $ 2,000,000
| X | PoLiCY fggf Loc PRODUCTS - COMP/OP AGG ls 2,000,000
OTHER: $
AUTOMOBILE LIABILITY %OMEI ED SINGLE LIMIT ls
] ANY AUTO BODILY INJURY(Per person) ls
: ALLOWNED SCHEDULED BODILY INJURY(Per accident)
L HIRED AUTOS RS%%WNED (Per accident) $
$
B | X | umreLLauaB | X | OCCUR 1000010995 4/1/2015 |4/1/2016 |EACHOCCURRENCE $ 10,000,000
EXCESS LIAB CLAIMS-MADE AGGREGATE Is 10,000, 000
DED | |REI’ENT|0N$ S
WORKERS COMPENSATION PER OTH-
AND EMPLOYERS' LIABILITY YIN
ANY PROPRIETOR/PARTNER/EXECUTIVE N/A E.L. EACH ACCIDENT s
%S&g{f&ﬁﬂ EXCLUDED? E.L. DISEASE - EA EMPLOYEE ls
DESCRIPTION OF OPERATIONS balow E.L. DISEASE - POLICY LIMIT ls
[o] NY15EXC7528921V 4/1/2015 [4/1/2016
Excess Liability $15,000,000 Limit

DESCRIPTION OF OPERATIONS/ LOCATIONS/ VEHICLES (ACORD 101, Additonal Remarks Schedule, may be attached if more space s required)

CERTIFICATE HOLDER

CANCELLATION

Evidence of Insurance

SHOULD ANY OF THE ABOVE DESCRIBED POLICIES BE CANCELLED BEFORE
THE EXPIRATION DATE THEREOF, NOTICE WILL BE DELIVERED IN
ACCORDANCE WITH THE POLICY PROVISIONS.

AUTHORIZED REPRESENTATIVE

mzp

Co0ll:4658162 Tpl:1942181 Cert:23025222

ACORD 25 (2014/01) The ACORD name and logo are

registered marks of ACORD

© 1988-2014 ACORD CORPORATION. All rights reserved.
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City of Beverly Hills

Budget Enhancement Form
Fiscal Year 2015/16

For Internal Use Only

i _- I Request #'I

Dyt N -E}licy & Management j
Request Tie IAmbassndor Services for Business Areas l Dute Rcceived:l I

Prionity E 1 tughist: Linked requests should b ussigned a letier te e 1a (b Comact Nnme:lM. Roach/]. Latta

Federal or Suat Munduled":DYe ENL- 1 clephnne:lx. 1035/x. 2535

I. REASON FOR BUDGET ENHANCEMENT (check one):

X l New Program Dﬁxpundmdmsl CXASUNE progrim F xplam‘,NeW Ambassador Services Program

—

. DESCRIPTION iUse 2nd puge of needed. Auach addivonal documens necessary heyond 2nd page)

This funding request is to provide ambassador services for a safety and hospitality program in the city's business areas. The
ambassadors would create a highly visible and reassuring presence and work in conjunction with the police department to
provide a proactive and consistent engagement of quality of life issues (aggressive panhandling and homelessness) and
establish a recognizable hrand at the street level to provide hospitality services (o businesses, ourists and other patrons.

III. JUSTIFICATION Use 2nd page 1f needed Attach addinonal documents 1if necsamy beyond 2nd puge)

The funding would allow the City to contract with a private firm that employs ambassadors by foot and bike to address
panhandling, homelessness and quality of life issues while also engaging local businesseses and acting as a resource to
visitors and tourists. These firms provide a turn-key solution through staffing, a customized deployment schedule,
cquipment, branded uniforms, and reporting tools to track progress.

IV. FUNDING SOURCE - FINANCIAL INFORMATION

Fund # and Title Organization # and Title Object # Amount

(101313 i | [General Fund - Business Development i | = o | [ 500,000 |
L | = | | - |
L | ] | [ ] L 1

Are there annual maintenance charges associated with this purchase? ()f so, please fill out account information below.)

I 1 C I L1 [ |
L 1 C 1 7 |

Total Amoant Requested:| $ 500,000 |
by income wost cuting opporwunity or grant allocation (Offsel) L ]30,000 ]
Chech Onc Net Requested | § 370,000 |

Requesting department conducicd grant l:’Yas DOne»Time Expenditure

research before applying for budge

Date: 12/31/2014

Dept Head Sig,:




Use this page for additional information if needed.
Description:

The City restricts panhandling in designated public areas, provides a variety of social services, and through signage
and literature, encourages community members to direct their generosity fo social service organizations rather than
individuals. However, we have not been able to successtully engage local businesses, and their customers. to work
together with the City to discourage aggressive panhandling

response to deter panhandling in the business community. The ambassador program would also protect against
and prevent the ongoing vandalism in the City's parking garages during non-operational hours

The City anticipates 1t will cost approximately $500,000 to provide an ambassador program, based on initial
discussions with firms that provide this type of service. Currently there is $130,000 in the General Fund, Business
Development account, that could be utilized to fund this program. Therefore, staff is requesting $370,000 in new



