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CONTRACT RESULTING FROM REQUEST FOR PROPOSAL NUMBER 10089868-22-V, 
Citywide Translation and Interpretation Services Rebid  

 
This Contract (Contract) is entered into by and between the City of San Diego, a municipal 
corporation (City), and the successful proposer to Request for Proposal (RFP) # 10089868-22-V, 
Citywide Translation and Interpretation Services Rebid  (Contractor). 

 
RECITALS 

 
On or about 2/22/2022, City issued an RFP to prospective proposers on services to be 
provided to the City. The RFP and any addenda and exhibits thereto are collectively referred 
to as the “RFP.” The RFP is attached hereto as Exhibit A.   
 
City has determined that Contractor has the expertise, experience, and personnel necessary 
to provide the services.  
 
City wishes to retain Contractor to provide Citywide translation and interpretation services 
as further described in the Scope of Work, attached hereto as Exhibit B. (Services). 
 
For good and valuable consideration, the sufficiency of which is acknowledged, City and 
Contractor agree as follows: 
 

ARTICLE I 
CONTRACTOR SERVICES 

 
1.1  Scope of Work. Contractor shall provide the Services to City as described in Exhibit B 
which is incorporated herein by reference. Contractor will submit all required forms and 
information described in Exhibit A to the Purchasing Agent before providing Services.  
 
1.2 General Contract Terms and Provisions. This Contract incorporates by reference the 
General Contract Terms and Provisions, attached hereto as Exhibit C.  
 
1.3 Contract Administrator. The Communications Department (Department) is the Contract 
Administrator for this Agreement. Contractor shall provide the Services under the direction 
of a designated representative of the Department as follows: 
 

Maureen Jugar, Deputy Director 
202 C St. MS 4A 

San Diego, CA 92101 
619-533-4555 

mjugar@sandiego.gov 
 

ARTICLE II 
DURATION OF CONTRACT 

 
2.1  Term. This Contract shall be for a period of five (5) years. Unless otherwise terminated, 
this Contract shall be effective until completion of the Scope of Services.   The term of this 
Contract shall not exceed five years unless approved by the City Council by ordinance.   
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2.2 Effective Date. This Contract shall be effective on the date it is executed by the last Party 
to sign the Contract, and approved by the City Attorney in accordance with San Diego Charter 
Section 40.   

ARTICLE III 
COMPENSATION 

3.1 Amount of Compensation. City shall pay Contractor for performance of all Services 
rendered in accordance with this Contract in an amount not to exceed $500,000.00. 

ARTICLE IV 
WAGE REQUIREMENTS 

4.1 Reserved. 

ARTICLE V 
CONTRACT DOCUMENTS 

5.1 Contract Documents. The following documents comprise the Contract between the City 
and Contractor: this Contract and all exhibits thereto, the RFP; the Notice to Proceed; and the 
City’s written acceptance of exceptions or clarifications to the RFP, if any. 

5.2 Contract Interpretation. The Contract Documents completely describe the Services to be 
provided. Contractor will provide any Services that may reasonably be inferred from the 
Contract Documents or from prevailing custom or trade usage as being required to produce 
the intended result whether or not specifically called for or identified in the Contract 
Documents. Words or phrases which have a well-known technical or construction industry 
or trade meaning and are used to describe Services will be interpreted in accordance with 
that meaning unless a definition has been provided in the Contract Documents. 

5.3 Precedence. In resolving conflicts resulting from errors or discrepancies in any of the 
Contract Documents, the Parties will use the order of precedence as set forth below. The 1st 
document has the highest priority. Inconsistent provisions in the Contract Documents that 
address the same subject, are consistent, and have different degrees of specificity, are not in 
conflict and the more specific language will control. The order of precedence from highest to 
lowest is as follows: 

1st  Any properly executed written amendment to the Contract 

2nd The Contract 

3rd The RFP and the City’s written acceptance of any exceptions or clarifications to 
the RFP, if any 

4th  Contractor’s Pricing 



Claudia C. Abarca

October 19, 2022
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EXHIBIT A 
PROPOSAL SUBMISSION AND REQUIREMENTS 

 
A. PROPOSAL SUBMISSION 
 

1. Timely Proposal Submittal.  Proposals must be submitted as described herein to 
the Purchasing & Contracting Department (P&C).  
 

1.1 Confidentiality. In order to avoid any appearance of or actual conflict of 
interest, the City may require execution of a Non-Disclosure Agreement in the form of that 
included here as Exhibit D. 
 

1.2 Paper Proposals. The City will accept paper proposals in lieu of eProposals. 
Paper proposals must be submitted in a sealed envelope to the Purchasing & Contracting 
Department (P&C) located at 1200 Third Avenue, Suite 200, San Diego, CA  92101. The 
Solicitation Number and Closing Date must be referenced in the lower left-hand corner of 
the outside of the envelope. Faxed proposals will not be accepted.  
 

1.3 Proposal Due Date. Proposals must be submitted prior to the Closing Date 
indicated on the eBidding System. E-mailed and/or faxed proposals will not be accepted.  
 
    1.4 Pre-Proposal Conference. No pre-proposal conference will be held for 
RFP.  
    

1.4.1  Reserved. 
 
    1.5 Questions and Comments. Written questions and comments must be 
submitted electronically via the eBidding System no later than the date specified on the 
eBidding System. Only written communications relative to the procurement shall be 
considered. The City’s eBidding System is the only acceptable method for submission of 
questions. All questions will be answered in writing. The City will distribute questions and 
answers without identification of the inquirer(s) to all proposers who are on record as having 
received this RFP, via its eBidding System. No oral communications can be relied upon for 
this RFP. Addenda will be issued addressing questions or comments that are determined by 
the City to cause a change to any part of this RFP. 
 
    1.6 Contact with City Staff. Unless otherwise authorized herein, proposers who 
are considering submitting a proposal in response to this RFP, or who submit a proposal in 
response to this RFP, are prohibited from communicating with City staff about this RFP from 
the date this RFP is issued until a contract is awarded. 
 

2.  Proposal Format and Organization. Unless electronically submitted, all proposals 
should be securely bound and must include the following completed and executed forms and 
information presented in the manner indicated below: 

 
Tab A - Submission of Information and Forms.  
 

2.1 Completed and signed Contract Signature Page. If any addenda are issued, 
the latest Addendum Contract Signature Page is required.  
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2.2 Exceptions requested by proposer, if any. The proposer must present 
written factual or legal justification for any exception requested to the Scope of Work, the 
Contract, or the Exhibits thereto. Any exceptions to the Contract that have not been accepted 
by the City in writing are deemed rejected. The City, in its sole discretion, may accept some 
or all of proposer’s exceptions, reject proposer’s exceptions, and deem the proposal non-
responsive, or award the Contract without proposer’s proposed exceptions. The City will not 
consider exceptions addressed elsewhere in the proposal. 

 
  2.3 The Contractor Standards Pledge of Compliance Form. 
 

2.4 Equal Opportunity Contracting forms including the Work Force Report and 
Contractors Certification of Pending Actions. 

 
2.5 Reserved. 
 

  2.6 Reserved. 
 
2.7 Reserved. 
 
2.8 Additional Information as required in Exhibit B. 
 
2.9 Reserved. 

 
Tab B - Executive Summary and Responses to Specifications. 
 
  2.10 A title page. 
 
  2.11 A table of contents. 
 

2.12 An executive summary, limited to one typewritten page, that provides a 
high-level description of the proposer’s ability to meet the requirements of the RFP and the 
reasons the proposer believes itself to be best qualified to provide the identified services. 

 
2.13 Proposer’s response to the RFP. 

 
Tab C - Cost/Price Proposal (if applicable).  Proposers shall submit a cost proposal in 

the form and format described herein.  Failure to provide cost(s) in the form and format 
requested may result in proposal being declared non-responsive and rejected. 
 

3. Proposal Review. Proposers are responsible for carefully examining the RFP, the 
Specifications, this Contract, and all documents incorporated into the Contract by reference 
before submitting a proposal. If selected for award of contract, proposer shall be bound by 
same unless the City has accepted proposer’s exceptions, if any, in writing. 

 
4. Addenda. The City may issue addenda to this RFP as necessary. All addenda are 

incorporated into the Contract. The proposer is responsible for determining whether addenda 
were issued prior to a proposal submission. Failure to respond to or properly address 
addenda may result in rejection of a proposal.  

 
5. Quantities. The estimated quantities provided by the City are not guaranteed. 

These quantities are listed for informational purposes only. Quantities vary depending on the 
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demands of the City. Any variations from the estimated quantities shall not entitle the 
proposer to an adjustment in the unit price or any additional compensation.  
 

6. Quality. Unless otherwise required, all goods furnished shall be new and the best 
of their kind.  
  

6.1 Items Offered. Proposer shall state the applicable trade name, brand, 
catalog, manufacturer, and/or product number of the required good, if any, in the proposal.  
  

6.2 Brand Names. Any reference to a specific brand name in a solicitation is 
illustrative only and describes a component best meeting the specific operational, design, 
performance, maintenance, quality, or reliability standards and requirements of the City. 
Proposer may offer an equivalent or equal in response to a brand name referenced (Proposed 
Equivalent). The City may consider the Proposed Equivalent after it is subjected to testing 
and evaluation which must be completed prior to the award of contract. If the proposer 
offers an item of a manufacturer or vendor other than that specified, the proposer must 
identify the maker, brand, quality, manufacturer number, product number, catalog number, 
or other trade designation. The City has complete discretion in determining if a Proposed 
Equivalent will satisfy its requirements. It is the proposer’s responsibility to provide, at their 
expense, any product information, test data, or other information or documents the City 
requests to properly evaluate or demonstrate the acceptability of the Proposed Equivalent, 
including independent testing, evaluation at qualified test facilities, or destructive testing.  
 

7. Modifications, Withdrawals, or Mistakes. Proposer is responsible for verifying all 
prices and extensions before submitting a proposal. 
 

7.1 Modification or Withdrawal of Proposal Before Proposal Opening. Prior to 
the Closing Date, the proposer or proposer’s authorized representative may modify or 
withdraw the proposal by providing written notice of the proposal modification or 
withdrawal to the City Contact via the eBidding System. E-mail or telephonic withdrawals or 
modifications are not permissible. 

 
7.2 Proposal Modification or Withdrawal of Proposal After Proposal Opening. 

Any proposer who seeks to modify or withdraw a proposal because of the proposer’s 
inadvertent computational error affecting the proposal price shall notify the City Contact 
identified on the eBidding System no later than three working days following the Closing 
Date. The proposer shall provide worksheets and such other information as may be required 
by the City to substantiate the claim of inadvertent error. Failure to do so may bar relief and 
allow the City recourse from the bid surety. The burden is upon the proposer to prove the 
inadvertent error. If, as a result of a proposal modification, the proposer is no longer the 
apparent successful proposer, the City will award to the newly established apparent 
successful proposer. The City’s decision is final. 
 

8. Incurred Expenses. The City is not responsible for any expenses incurred by 
proposers in participating in this solicitation process.  
 

9. Public Records. By submitting a proposal, the proposer acknowledges that any 
information submitted in response to this RFP is a public record subject to disclosure unless 
the City determines that a specific exemption in the California Public Records Act (CPRA) 
applies. If the proposer submits information clearly marked confidential or proprietary, the 
City may protect such information and treat it with confidentiality to the extent permitted by 
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law. However, it will be the responsibility of the proposer to provide to the City the specific 
legal grounds on which the City can rely in withholding information requested under the 
CPRA should the City choose to withhold such information. General references to sections of 
the CPRA will not suffice. Rather, the proposer must provide a specific and detailed legal 
basis, including applicable case law, that clearly establishes the requested information is 
exempt from the disclosure under the CPRA. If the proposer does not provide a specific and 
detailed legal basis for requesting the City to withhold proposer’s confidential or proprietary 
information at the time of proposal submittal, City will release the information as required 
by the CPRA and proposer will hold the City, its elected officials, officers, and employees 
harmless for release of this information. It will be the proposer’s obligation to defend, at 
proposer’s expense, any legal actions or challenges seeking to obtain from the City any 
information requested under the CPRA withheld by the City at the proposer’s request. 
Furthermore, the proposer shall indemnify and hold harmless the City, its elected officials, 
officers, and employees from and against any claim or liability, and defend any action 
brought against the City, resulting from the City’s refusal to release information requested 
under the CPRA which was withheld at proposer’s request. Nothing in the Contract resulting 
from this proposal creates any obligation on the part of the City to notify the proposer or 
obtain the proposer’s approval or consent before releasing information subject to disclosure 
under the CPRA. 
 

10. Right to Audit. The City Auditor may access proposer’s records as described in San 
Diego Charter section 39.2 to confirm contract compliance. 

 

B. PRICING  
 

 1.   Fixed Price. All prices shall be firm, fixed, fully burdened, FOB destination, and 
include any applicable delivery or freight charges, and any other costs required to provide 
the requirements as specified in this RFP. The lowest total estimated contract price of all the 
proposals that meet the requirements of this RFP will receive the maximum assigned points 
to this category as set forth in this RFP. The other price schedules will be scored based on 
how much higher their total estimated contract prices compare with the lowest: 

           
(1 –   _(contract price  –  lowest price)__ ) x  maximum points  =  points received 

                    lowest price 
 

  For example, if the lowest total estimated contract price of all proposals is $100, that 
proposal would receive the maximum allowable points for the price category. If the total 
estimated contract price of another proposal is $105 and the maximum allowable points is 60 
points, then that proposal would receive (1 – ((105 – 100) / 100)  x 60 = 57 points, or 95% of 
the maximum points. The lowest score a proposal can receive for this category is zero points 
(the score cannot be a negative number).  The City will perform this calculation for each 
Proposal. 
 
  2.  Taxes and Fees. Taxes and applicable local, state, and federal regulatory fees 
should not be included in the price proposal. Applicable taxes and regulatory fees will be 
added to the net amount invoiced. The City is liable for state, city, and county sales taxes but 
is exempt from Federal Excise Tax and will furnish exemption certificates upon request. All 
or any portion of the City sales tax returned to the City will be considered in the evaluation of 
proposals. 
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  3.  Escalation. An escalation factor is not allowed unless called for in this RFP. If 
escalation is allowed, proposer must notify the City in writing in the event of a decline in 
market price(s) below the proposal price. At that time, the City will make an adjustment in 
the Contract or may elect to re-solicit. 
 
  4.  Unit Price. Unless the proposer clearly indicates that the price is based on 
consideration of being awarded the entire lot and that an adjustment to the price was made 
based on receiving the entire proposal, any difference between the unit price correctly 
extended and the total price shown for all items shall be offered shall be resolved in favor of 
the unit price. 

 
C. EVALUATION OF PROPOSALS 
 

 1. Award. The City shall evaluate each responsive proposal to determine which 
proposal offers the City the best value consistent with the evaluation criteria set forth herein. 
The proposer offering the lowest overall price will not necessarily be awarded a contract.   

 
 2. Sustainable Materials. Consistent with Council Policy 100-14, the City encourages 

use of readily recyclable submittal materials that contain post-consumer recycled content.  
 
 3. Evaluation Process.  
  

 3.1 Process for Award. A City-designated evaluation committee (Evaluation 
Committee) will evaluate and score all responsive proposals. The Evaluation Committee may 
require proposer to provide additional written or oral information to clarify responses. Upon 
completion of the evaluation process, the Evaluation Committee will recommend to the 
Purchasing Agent that award be made to the proposer with the highest scoring proposal.  

  
 3.2 Reserved. 
 

  3.3 Mandatory Interview/Oral Presentation. The City will require only the top five 
(five) proposers, scoring within seven (7) points or less of the proposal with the highest 
score, to interview and/or make an oral presentation. Interviews and/or oral presentations 
will be made to the Evaluation Committee in order to clarify the proposals and to answer any 
questions. The interviews and/or oral presentations will be scored as part of the selection 
process. The City will complete all reference checks prior to any oral interview. Additionally, 
the Evaluation Committee may require proposer’s key personnel to interview. Interviews 
may be by telephone and/or in person. Multiple interviews may be required. Proposers are 
required to complete their oral presentation and/or interviews within seven (7) workdays 
after the City’s request. Proposers should be prepared to discuss and substantiate any of the 
areas of the proposal submitted, as well as proposer’s qualifications to furnish the subject 
goods and services. Proposer is responsible for any costs incurred for the oral presentation 
and interview of the key personnel. 

 
 3.4 Discussions/Negotiations. The City has the right to accept the proposal that 

serves the best interest of the City, as submitted, without discussion or negotiation. 
Contractors should, therefore, not rely on having a chance to discuss, negotiate, and adjust 
their proposals. The City may negotiate the terms of a contract with the winning proposer 
based on the RFP and the proposer’s proposal, or award the contract without further 
negotiation.  
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 3.5 Inspection. The City reserves the right to inspect the proposer’s equipment 
and facilities to determine if the proposer is capable of fulfilling this Contract. Inspection 
will include, but not limited to, survey of proposer’s physical assets and financial capability. 
Proposer, by signing the proposal agrees to the City’s right of access to physical assets and 
financial records for the sole purpose of determining proposer’s capability to perform the 
Contract. Should the City conduct this inspection, the City reserves the right to disqualify a 
proposer who does not, in the City’s judgment, exhibit the sufficient physical and financial 
resources to perform this Contract. 

 
3.6 Evaluation Criteria. The following elements represent the evaluation criteria 

that will be considered during the evaluation process: 
  MAXIMUM 

EVALUATION 
POINTS 

A.  Responsiveness to the RFP.      
 1.  Requested information included and thoroughness of response. 
 2.  Understanding of the project and ability to deliver as exhibited in the 
Executive Summary. 
 3.  Technical Aspects 

 20 

B.  Staffing Plan.  
 1.  Qualifications of personnel adequate for requirement. 
 2.  Availability/Geographical location of personnel for required tasks. 
 3.  Clearly defined Roles/Responsibilities of personnel. 
 

 25 

C.  Proposer's Capability to provide the services and expertise and Past 
Performance.   
 1.  Proven record of translating official government or industry documents, 

reports, applications, agendas, flyers and advertisements, websites, social 
media posts, and other materials into multiple languages.  

 2. Ability to demonstrate a thorough understanding of cultural sensitivities and 
the need to build trust with non-English speaking communities; importance 
of providing accurate and timely materials. 

 3.  Other pertinent experience. 
 4.  Past/Prior Performance. 
 5.  Capacity/Capability to meet The City of San Diego’s needs in a  timely 
manner  
 6.  Reference checks. 

 40 

D.  Cost.  5 

E.  Mandatory Interview/Oral Presentation.  
 1.  Proposer’s presentation and materials are relevant, concise, detailed and 

organized to represent the proposer’s ability to successfully complete the 
Scope of Work pursuant to information provided in the RFP and the 
proposer’s response 

 2.  Proposer’s team members answer the Evaluation Committee’s questions in a 
relevant, concise, detailed, and organized manner to represent the proposer’s 
ability to successfully complete the Scope of Work 

 

             10 
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  MAXIMUM 
EVALUATION 

POINTS 

SUB TOTAL MAXIMUM EVALUATION POINTS:  100 

F.  Participation by Small Local Business Enterprise (SLBE) or Emerging Local 
Business Enterprise (ELBE) Firms*  

 12 

FINAL MAXIMUM EVALUATION POINTS INCLUDING SLBE/ELBE:  112 
 
*The City shall apply a maximum of an additional 12 percentage points to the proposer’s final score for 
SLBE OR ELBE participation. Refer to Equal Opportunity Contracting Form, Section V. 
 

4.  Rejection of All Proposals. The City may reject any and all proposals when to do so is 
in the City’s best interests. 

 
D. ANNOUNCEMENT OF AWARD  

 
1. Award of Contract. The City will inform all proposers of its intent to award a 

Contract in writing. 
 

2. Obtaining Proposal Results. No solicitation results can be obtained until the City 
announces the proposal or proposals best meeting the City’s requirements. Proposal results 
may be obtained by: (1) e-mailing a request to the City Contact identified on the eBidding 
System or (2) visiting the P&C eBidding System to review the proposal results. To ensure an 
accurate response, requests should reference the Solicitation Number. Proposal results will 
not be released over the phone. 
 

3. Multiple Awards. City may award more than one contract by awarding separate 
items or groups of items to various proposers. Awards will be made for items, or 
combinations of items, which result in the lowest aggregate price and/or best meet the City’s 
requirements. The additional administrative costs associated with awarding more than one 
Contract will be considered in the determination. 
 
E. PROTESTS. The City’s protest procedures are codified in Chapter 2, Article 2, Division 30 
of the San Diego Municipal Code (SDMC). These procedures provide unsuccessful proposers 
with the opportunity to challenge the City’s determination on legal and factual grounds. The 
City will not consider or otherwise act upon an untimely protest. 
 
F. SUBMITTALS REQUIRED UPON NOTICE TO PROCEED. The successful proposer is 
required to submit the following documents to P&C within ten (10) business days from the 
date on the Notice to Proceed letter:   
 

1. Insurance Documents. Evidence of all required insurance, including all required 
endorsements, as specified in Article VII of Exhibit C, the General Contract Terms and 
Provisions.   
 

2. Taxpayer Identification Number. Internal Revenue Service (IRS) regulations 
require the City to have the correct name, address, and Taxpayer Identification Number 
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(TIN) or Social Security Number (SSN) on file for businesses or persons who provide goods or 
services to the City. This information is necessary to complete Form 1099 at the end of each 
tax year. To comply with IRS regulations, the City requires each Contractor to provide a Form 
W-9 prior to the award of a Contract.  
 

3. Business Tax Certificate. Unless the City Treasurer determines a business is 
exempt, all businesses that contract with the City must have a current business tax 
certificate.  
 

4. Reserved.  
 
5. Reserved. 

 
The City may find the proposer to be non-responsive and award the Contract to the next 
highest scoring responsible and responsive proposer if the apparent successful proposer fails 
to timely provide the required information or documents. 
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EXHIBIT B 
SCOPE OF WORK 

 
A. BACKGROUND 
 
The City’s Communications Department (Department) provides information to educate and 
engage the public and City employees. Transparency and accessibility are key to the 
Department’s mission and vision of communicating with the public. The Department 
includes a team of public information officers who are assigned to City departments in order 
to help department staff develop printed and digital materials to better communicate their 
information about City programs and services. It is crucial that this information is provided 
in multiple languages in order to reach all people in our diverse communities. In the City of 
San Diego (City), more than 40% of people speak a language other than English at home and 
more than 25% of people are considered foreign-born. 
 
B. OBJECTIVE 
 
The objective of this RFP is for the City to make multiple awards, by tasks as specified in 
Section C. Specifications, to Contractor(s) who meet the requirements to provide accurate 
and timely as-needed translation and interpretation services to City departments and 
programs for City documents, materials, applications, and live interpretations during 
community meetings and in-person interactions with members of the public. Contractors 
are not required to submit proposals for each task as described Section C. Specifications. The 
Communications Department will oversee the contract implementation and usage of 
services. 

C. SPECIFICATIONS 
 
Contractor(s) shall provide the following as-needed translation and interpretation services 
as requested by the City, within the agreed timeframe specified by the City:  

Task 1 – Translation of written documents and materials 
  
This task involves translating City documents, reports, applications, agendas, flyers and 
advertisements, websites, social media posts, and other materials into multiple languages 
within a reasonable timeframe as requested and agreed upon by the City and the Contractor. 
 

• Translation must be offered by the Contractor(s) into at least the top 20 languages for 
San Diego County as listed in the most recent version of the U.S. Census. The City will 
determine which languages are required for each piece of material, within the scope 
of the contract pricing and in agreement with the Contractor(s). 

• Contractor must have linguistic skills and the ability to write well in the target 
language.  

• At least 500 materials per year to be translated; minimum of 5,000 pages of 
documents and materials per year. 

• Translation of technical materials or documents containing specific industry terms 
must be reviewed for accuracy by Contractor before being published in final form. 

• All translated City documents and materials will be provided to the City in a format 
which is suitable for reproduction and publication in final form as directed by the City 
at the City’s sole discretion.  
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Task 2 – Live interpretation during planned events 

This task involves having interpreters available (by phone, by virtual meeting format or 
video conferencing, and in person) during prescheduled public meetings and community 
events. In-person events would require the Contractor to provide staff on-site at a 
predetermined location within San Diego County. 
 

• Provide interpretation into at least the top 10 languages for San Diego County as listed 
in the most recent version of the U.S. Census, including American Sign Language. 

• Specific languages could be requested by City staff ahead of time and scripted 
materials provided in advance in the City’s preferred format (whether by phone, 
virtual meeting, video conferencing, or in person), and potentially for multiple events 
on any given day. 

• Ability to interpret unscripted question and answer sessions during meetings and 
events. Must be fluent in both the original and target language to translate in both 
directions, on the spot. If reference materials are needed, Contractor would provide 
notification in advance of live event. 

• Required working knowledge of commonly used virtual meeting platforms, including 
but not limited to Zoom, Microsoft Teams, Google Meet, Skype, GoToMeeting, and 
Webex by Cisco. 

• Equipment (including headphones and speakers) to be provided by the Contractor at 
no additional costs to City for in-person meetings and events. The City will work with 
the Contractor in advance to determine the equipment needs for each meeting and 
event. 

 
Task 3 – Call-in language support for City staff 
 
This task involves sporadic and unplanned interactions between City staff and members of 
the public who are not able to communicate or share information due to a language barrier. 
 

• Translation and interpretation service provided on an as-needed basis and available 
24 hours per day, seven days per week, excluding City holidays. 

• Written translation and spoken interpretation available for at least the top 20 
languages in San Diego County as listed in the most recent version of the U.S. Census. 

• Provide at least 1,500 minutes per year. 
• Service will be easily accessible either by computer, tablet, smart phone, or through a 

different tool, medium, or format that will be agreed upon by the City and the 
Contractor(s). 

 
D. MINIMUM REQUIREMENTS 
 
Contractor must have, at a minimum, the following qualifications and experience: 
 

1. Technical expertise in translating and interpreting a broad range of documents, 
materials, and events into multiple languages. Applicants must demonstrate 
qualifications, including training, professional or state certifications, or academic 
degree as required per industry standards for each task defined in Section C. 
Specifications. 

2. Accessible seven days per week to answer technical questions from system users and 
to respond to service requests. Technical expertise in using virtual meeting platforms 
and equipment used for live interpretation. 
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3. Knowledge of industry best practices and federal, state, and local laws related to 
language access policies. 

4. Demonstrate ability to communicate clearly and accurately orally and in writing with 
technical, engineering, and financial staff, as well as with elected representatives of 
the City and stakeholder groups involved in the creation and development of City 
documents and outreach materials. 

5. Possess experience working with members of the public and a demonstrated ability to 
provide compassion and patience in conveying their concerns.  

 
E. REQUIRED TECHNOLOGY 

The City is willing to consider accessing the written documents and materials through a 
vendor-provided portal provided the portal complies with the City’s Information Technology 
standards and requirements and the City’s record retention requirements. If this type of 
solution is proposed, all costs associated with this solution shall be included in the proposed 
pricing. The costs associated with this type of solution should not be an add on to proposer’s 
proposed pricing. Proposer’s proposed pricing should be inclusive of all costs associated with 
the requirements of this RFP.  

F. REFERENCES 
 

Proposer must demonstrate that they are properly equipped to perform the work as specified 
in this RFP. Proposer is required to provide a minimum of three (3) references to 
demonstrate successful performance for work of similar size and scope as specified in this 
contract during the past seven (7) years. References shall be submitted on the Contractor 
Standards Pledge of Compliance form attached to this RFP. Proposer cannot provide a 
current City of San Diego staff member as a reference. If a City staff member is provided, the 
Proposer will be required to provide an additional reference. The City reserves the right to 
contact references not provided by the Proposer. 
 
Proposer is required to state all subcontractors to be used in the performance of the proposed 
contract, and what portion of work will be assigned to each Subcontractor on the form 
attached to this RFP. 
 
The City shall rely on references as part of the evaluation process. The City reserves the right 
to take any or all of the following actions: reject a proposal based on an unsatisfactory 
reference(s), to contact any person or persons associated with the reference, to request 
additional references, to contact organizations known to have used in the past or currently 
using the services supplied by the Proposer or the Proposer’s Subcontractors (as listed in 
Contractor Standards Pledge of Compliance form attached to this RFP), and to contact 
independent consulting firms for additional information about the Proposer or the 
Proposer’s Subcontractors. 
 
G. PROJECT TEAM 

 
Contractor shall propose a team to perform the services pursuant to this Contract as part of 
their proposal. Contractor shall submit a resume for each proposed team member and 
identify the position and level of involvement for each member with regards to the provision 
of services. In the event the City has multiple requests for services, Project Team must 
propose a team that includes a sufficient amount of staff and resources to support 
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ARTICLE I 
SCOPE AND TERM OF CONTRACT 

 
1.1 Scope of Contract. The scope of contract between the City and a provider of goods 
and/or services (Contractor) is described in the Contract Documents. The Contract Documents 
are comprised of the Request for Proposal, Invitation to Bid, or other solicitation document 
(Solicitation); the successful bid or proposal; the letter awarding the contract to Contractor; the 
City’s written acceptance of exceptions or clarifications to the Solicitation, if any; and these 
General Contract Terms and Provisions.  
 
1.2 Effective Date. A contract between the City and Contractor (Contract) is effective on the 
last date that the contract is signed by the parties and approved by the City Attorney in 
accordance with Charter section 40. Unless otherwise terminated, this Contract is effective until 
it is completed or as otherwise agreed upon in writing by the parties, whichever is the earliest. A 
Contract term cannot exceed five (5) years unless approved by the City Council by ordinance.   

1.3 Contract Extension. The City may, in its sole discretion, unilaterally exercise an option 
to extend the Contract as described in the Contract Documents. In addition, the City may, in its 
sole discretion, unilaterally extend the Contract on a month-to-month basis following contract 
expiration if authorized under Charter section 99 and the Contract Documents. Contractor shall 
not increase its pricing in excess of the percentage increase described in the Contract.  
 

ARTICLE II 
CONTRACT ADMINISTRATOR 

 
2.1  Contract Administrator. The Purchasing Agent or designee is the Contract 
Administrator for purposes of this Contract, and has the responsibilities described in this 
Contract, in the San Diego Charter, and in Chapter 2, Article 2, Divisions 5, 30, and 32.  
 

2.1.1 Contractor Performance Evaluations. The Contract Administrator will evaluate  
Contractor’s performance as often as the Contract Administrator deems necessary throughout the 
term of the contract. This evaluation will be based on criteria including the quality of goods or 
services, the timeliness of performance, and adherence to applicable laws, including prevailing 
wage and living wage.  City will provide Contractors who receive an unsatisfactory rating with a 
copy of the evaluation and an opportunity to respond. City may consider final evaluations, 
including Contractor’s response, in evaluating future proposals and bids for contract award.  
 
2.2  Notices. Unless otherwise specified, in all cases where written notice is required under 
this Contract, service shall be deemed sufficient if the notice is personally delivered or deposited 
in the United States mail, with first class postage paid, attention to the Purchasing Agent. Proper 
notice is effective on the date of personal delivery or five (5) days after deposit in a United States 
postal mailbox unless provided otherwise in the Contract. Notices to the City shall be sent to: 
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Purchasing Agent 
City of San Diego, Purchasing and Contracting Division 
1200 3rd Avenue, Suite 200 
San Diego, CA 92101-4195 

 
ARTICLE III 

COMPENSATION 
 

3.1 Manner of Payment. Contractor will be paid monthly, in arrears, for goods and/or 
services provided in accordance with the terms and provisions specified in the Contract. 

3.2  Invoices.  

 3.2.1  Invoice Detail. Contractor’s invoice must be on Contractor’s stationary with 
Contractor’s name, address, and remittance address if different. Contractor’s invoice must have a 
date, an invoice number, a purchase order number, a description of the goods or services 
provided, and an amount due. 
 
 3.2.2 Service Contracts. Contractor must submit invoices for services to City by the 
10th of the month following the month in which Contractor provided services. Invoices must 
include the address of the location where services were performed and the dates in which 
services were provided.  
 
 3.2.3  Goods Contracts. Contractor must submit invoices for goods to City within 
seven days of the shipment. Invoices must describe the goods provided.    
 

 3.2.4  Parts Contracts. Contractor must submit invoices for parts to City within seven 
calendar (7) days of the date the parts are shipped. Invoices must include the manufacturer of the 
part, manufacturer’s published list price, percentage discount applied in accordance with Pricing 
Page(s), the net price to City, and an item description, quantity, and extension. 
 

3.2.5 Extraordinary Work. City will not pay Contractor for extraordinary work unless 
Contractor receives prior written authorization from the Contract Administrator. Failure to do so 
will result in payment being withheld for services. If approved, Contractor will include an 
invoice that describes the work performed and the location where the work was performed, and a 
copy of the Contract Administrator’s written authorization.  

3.2.6  Reporting Requirements. Contractor must submit the following reports using 
the City’s web-based contract compliance portal. Incomplete and/or delinquent reports may 
cause payment delays, non-payment of invoice, or both. For questions, please view the City’s 
online tutorials on how to utilize the City’s web-based contract compliance portal.  

3.2.6.1 Monthly Employment Utilization Reports.  Contractor and Contractor’s 
subcontractors and suppliers must submit Monthly Employment Utilization Reports by the fifth 
(5th) day of the subsequent month. 
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3.2.6.2 Monthly Invoicing and Payments.  Contractor and Contractor’s 
subcontractors and suppliers must submit Monthly Invoicing and Payment Reports by the fifth 
(5th) day of the subsequent month. 

3.3 Annual Appropriation of Funds. Contractor acknowledges that the Contract term may 
extend over multiple City fiscal years, and that work and compensation under this Contract is 
contingent on the City Council appropriating funding for and authorizing such work and 
compensation for those fiscal years. This Contract may be terminated at the end of the fiscal year 
for which sufficient funding is not appropriated and authorized. City is not obligated to pay 
Contractor for any amounts not duly appropriated and authorized by City Council. 

3.4  Price Adjustments. Based on Contractor’s written request and justification, the City may 
approve an increase in unit prices on Contractor’s pricing pages consistent with the amount 
requested in the justification in an amount not to exceed the increase in the Consumer Price 
Index, San Diego Area, for All Urban Customers (CPI-U) as published by the Bureau of Labor 
Statistics, or 5.0%, whichever is less, during the preceding one year term. If the CPI-U is a 
negative number, then the unit prices shall not be adjusted for that option year (the unit prices 
will not be decreased). A negative CPI-U shall be counted against any subsequent increases in 
the CPI-U when calculating the unit prices for later option years. Contractor must provide such 
written request and justification no less than sixty days before the date in which City may 
exercise the option to renew the contract, or sixty days before the anniversary date of the 
Contract. Justification in support of the written request must include a description of the basis for 
the adjustment, the proposed effective date and reasons for said date, and the amount of the 
adjustment requested with documentation to support the requested change (e.g. CPI-U or 5.0%, 
whichever is less). City’s approval of this request must be in writing.  
 

ARTICLE IV 
SUSPENSION AND TERMINATION 

 
4.1 City’s Right to Suspend for Convenience. City may suspend all or any portion of 
Contractor’s performance under this Contract at its sole option and for its convenience for a 
reasonable period of time not to exceed six (6) months. City must first give ten (10) days’ written 
notice to Contractor of such suspension. City will pay to Contractor a sum equivalent to the 
reasonable value of the goods and/or services satisfactorily provided up to the date of 
suspension. City may rescind the suspension prior to or at six (6) months by providing 
Contractor with written notice of the rescission, at which time Contractor would be required to 
resume performance in compliance with the terms and provisions of this Contract. Contractor 
will be entitled to an extension of time to complete performance under the Contract equal to the 
length of the suspension unless otherwise agreed to in writing by the Parties. 
 
4.2 City’s Right to Terminate for Convenience. City may, at its sole option and for its 
convenience, terminate all or any portion of this Contract by giving thirty (30) days’ written 
notice of such termination to Contractor. The termination of the Contract shall be effective upon 
receipt of the notice by Contractor. After termination of all or any portion of the Contract, 
Contractor shall: (1) immediately discontinue all affected performance (unless the notice directs 
otherwise); and (2) complete any and all additional work necessary for the orderly filing of 
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documents and closing of Contractor's affected performance under the Contract. After filing of 
documents and completion of performance, Contractor shall deliver to City all data, drawings, 
specifications, reports, estimates, summaries, and such other information and materials created or 
received by Contractor in performing this Contract, whether completed or in process. By 
accepting payment for completion, filing, and delivering documents as called for in this section, 
Contractor discharges City of all of City’s payment obligations and liabilities under this Contract 
with regard to the affected performance. 

4.3 City’s Right to Terminate for Default. Contractor’s failure to satisfactorily perform any 
obligation required by this Contract constitutes a default. Examples of default include a 
determination by City that Contractor has: (1) failed to deliver goods and/or perform the services 
of the required quality or within the time specified; (2) failed to perform any of the obligations of 
this Contract; and (3) failed to make sufficient progress in performance which may jeopardize 
full performance. 

4.3.1 If Contractor fails to satisfactorily cure a default within ten (10) calendar days of 
receiving written notice from City specifying the nature of the default, City may immediately 
cancel and/or terminate this Contract, and terminate each and every right of Contractor, and any 
person claiming any rights by or through Contractor under this Contract.  

4.3.2 If City terminates this Contract, in whole or in part, City may procure, upon such 
terms and in such manner as the Purchasing Agent may deem appropriate, equivalent goods or 
services and Contractor shall be liable to City for any excess costs. Contractor shall also continue 
performance to the extent not terminated. 

4.4  Termination for Bankruptcy or Assignment for the Benefit of Creditors. If 
Contractor files a voluntary petition in bankruptcy, is adjudicated bankrupt, or makes a general 
assignment for the benefit of creditors, the City may at its option and without further notice to, or 
demand upon Contractor, terminate this Contract, and terminate each and every right of 
Contractor, and any person claiming rights by and through Contractor under this Contract. 

4.5 Contractor’s Right to Payment Following Contract Termination. 
 
 4.5.1 Termination for Convenience. If the termination is for the convenience of City 
an equitable adjustment in the Contract price shall be made. No amount shall be allowed for 
anticipated profit on unperformed services, and no amount shall be paid for an as needed contract 
beyond the Contract termination date.  
 
 4.5.2 Termination for Default. If, after City gives notice of termination for failure to 
fulfill Contract obligations to Contractor, it is determined that Contractor had not so failed, the 
termination shall be deemed to have been effected for the convenience of City. In such event, 
adjustment in the Contract price shall be made as provided in Section 4.3.2. City’s rights and 
remedies are in addition to any other rights and remedies provided by law or under this Contract.  
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4.6 Remedies Cumulative. City’s remedies are cumulative and are not intended to be 
exclusive of any other remedies or means of redress to which City may be lawfully entitled in 
case of any breach or threatened breach of any provision of this Contract.   
 

ARTICLE V 
ADDITIONAL CONTRACTOR OBLIGATIONS 

 
5.1 Inspection and Acceptance. The City will inspect and accept goods provided under this 
Contract at the shipment destination unless specified otherwise. Inspection will be made and 
acceptance will be determined by the City department shown in the shipping address of the 
Purchase Order or other duly authorized representative of City. 

5.2 Responsibility for Lost or Damaged Shipments. Contractor bears the risk of loss or 
damage to goods prior to the time of their receipt and acceptance by City. City has no obligation 
to accept damaged shipments and reserves the right to return damaged goods, at Contractor’s 
sole expense, even if the damage was not apparent or discovered until after receipt. 

5.3 Responsibility for Damages. Contractor is responsible for all damage that occurs as a 
result of Contractor’s fault or negligence or that of its’ employees, agents, or representatives in 
connection with the performance of this Contract. Contractor shall immediately report any such 
damage to people and/or property to the Contract Administrator. 

5.4 Delivery. Delivery shall be made on the delivery day specified in the Contract 
Documents. The City, in its sole discretion, may extend the time for delivery. The City may 
order, in writing, the suspension, delay or interruption of delivery of goods and/or services.  

5.5 Delay. Unless otherwise specified herein, time is of the essence for each and every 
provision of the Contract. Contractor must immediately notify City in writing if there is, or it is 
anticipated that there will be, a delay in performance. The written notice must explain the cause 
for the delay and provide a reasonable estimate of the length of the delay. City may terminate 
this Contract as provided herein if City, in its sole discretion, determines the delay is material. 

 5.5.1 If a delay in performance is caused by any unforeseen event(s) beyond the control 
of the parties, City may allow Contractor to a reasonable extension of time to complete 
performance, but Contractor will not be entitled to damages or additional compensation. Any 
such extension of time must be approved in writing by City. The following conditions may 
constitute such a delay: war; changes in law or government regulation; labor disputes; strikes; 
fires, floods, adverse weather or other similar condition of the elements necessitating cessation of 
the performance; inability to obtain materials, equipment or labor; or other specific reasons 
agreed to between City and Contractor. This provision does not apply to a delay caused by 
Contractor’s acts or omissions. Contractor is not entitled to an extension of time to perform if a 
delay is caused by Contractor’s inability to obtain materials, equipment, or labor unless City has 
received, in a timely manner, documentary proof satisfactory to City of Contractor’s inability to 
obtain materials, equipment, or labor, in which case City’s approval must be in writing. 
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5.6 Restrictions and Regulations Requiring Contract Modification. Contractor shall 
immediately notify City in writing of any regulations or restrictions that may or will require 
Contractor to alter the material, quality, workmanship, or performance of the goods and/or 
services to be provided. City reserves the right to accept any such alteration, including any 
resulting reasonable price adjustments, or to cancel the Contract at no expense to the City.   
 
5.7 Warranties. All goods and/or services provided under the Contract must be warranted by 
Contractor or manufacturer for at least twelve (12) months after acceptance by City, except 
automotive equipment. Automotive equipment must be warranted for a minimum of 12,000 
miles or 12 months, whichever occurs first, unless otherwise stated in the Contract. Contractor is 
responsible to City for all warranty service, parts, and labor. Contractor is required to ensure that 
warranty work is performed at a facility acceptable to City and that services, parts, and labor are 
available and provided to meet City’s schedules and deadlines. Contractor may establish a 
warranty service contract with an agency satisfactory to City instead of performing the warranty 
service itself. If Contractor is not an authorized service center and causes any damage to 
equipment being serviced, which results in the existing warranty being voided, Contractor will 
be liable for all costs of repairs to the equipment, or the costs of replacing the equipment with 
new equipment that meets City’s operational needs. 
 
5.8 Industry Standards. Contractor shall provide goods and/or services acceptable to City in 
strict conformance with the Contract. Contractor shall also provide goods and/or services in 
accordance with the standards customarily adhered to by an experienced and competent provider 
of the goods and/or services called for under this Contract using the degree of care and skill 
ordinarily exercised by reputable providers of such goods and/or services. Where approval by 
City, the Mayor, or other representative of City is required, it is understood to be general 
approval only and does not relieve Contractor of responsibility for complying with all applicable 
laws, codes, policies, regulations, and good business practices.  
 
5.9 Records Retention and Examination. Contractor shall retain, protect, and maintain in 
an accessible location all records and documents, including paper, electronic, and computer 
records, relating to this Contract for five (5) years after receipt of final payment by City under 
this Contract. Contractor shall make all such records and documents available for inspection, 
copying, or other reproduction, and auditing by authorized representatives of City, including the 
Purchasing Agent or designee. Contractor shall make available all requested data and records at 
reasonable locations within City or County of San Diego at any time during normal business 
hours, and as often as City deems necessary. If records are not made available within the City or 
County of San Diego, Contractor shall pay City’s travel costs to the location where the records 
are maintained and shall pay for all related travel expenses. Failure to make requested records 
available for inspection, copying, or other reproduction, or auditing by the date requested may 
result in termination of the Contract. Contractor must include this provision in all subcontracts 
made in connection with this Contract. 
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5.9.1 Contractor shall maintain records of all subcontracts entered into with all firms, all 
project invoices received from Subcontractors and Suppliers, all purchases of materials and 
services from Suppliers, and all joint venture participation.  Records shall show name, telephone 
number including area code, and business address of each Subcontractor and Supplier, and joint 
venture partner, and the total amount actually paid to each firm.  Project relevant records, 
regardless of tier, may be periodically reviewed by the City. 

5.10 Quality Assurance Meetings. Upon City’s request, Contractor shall schedule one or 
more quality assurance meetings with City’s Contract Administrator to discuss Contractor’s 
performance. If requested, Contractor shall schedule the first quality assurance meeting no later 
than eight (8) weeks from the date of commencement of work under the Contract. At the quality 
assurance meeting(s), City’s Contract Administrator will provide Contractor with feedback, will 
note any deficiencies in Contract performance, and provide Contractor with an opportunity to 
address and correct such deficiencies. The total number of quality assurance meetings that may 
be required by City will depend upon Contractor’s performance. 
 
5.11 Duty to Cooperate with Auditor. The City Auditor may, in his sole discretion, at no 
cost to the City, and for purposes of performing his responsibilities under Charter section 39.2, 
review Contractor’s records to confirm contract compliance. Contractor shall make reasonable 
efforts to cooperate with Auditor’s requests. 
 
5.12 Safety Data Sheets. If specified by City in the solicitation or otherwise required by this 
Contract, Contractor must send with each shipment one (1) copy of the Safety Data Sheet (SDS) 
for each item shipped. Failure to comply with this procedure will be cause for immediate 
termination of the Contract for violation of safety procedures. 
 
5.13  Project Personnel. Except as formally approved by the City, the key personnel identified 
in Contractor’s bid or proposal shall be the individuals who will actually complete the work. 
Changes in staffing must be reported in writing and approved by the City.  
  
 5.13.1 Criminal Background Certification. Contractor certifies that all employees 
working on this Contract have had a criminal background check and that said employees are 
clear of any sexual and drug related convictions. Contractor further certifies that all employees 
hired by Contractor or a subcontractor shall be free from any felony convictions.  
  
 5.13.2  Photo Identification Badge. Contractor shall provide a company photo 
identification badge to any individual assigned by Contractor or subcontractor to perform 
services or deliver goods on City premises. Such badge must be worn at all times while on City 
premises. City reserves the right to require Contractor to pay fingerprinting fees for personnel 
assigned to work in sensitive areas. All employees shall turn in their photo identification badges 
to Contractor upon completion of services and prior to final payment of invoice. 
 
5.14  Standards of Conduct. Contractor is responsible for maintaining standards of employee 
competence, conduct, courtesy, appearance, honesty, and integrity satisfactory to the City.  
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 5.14.1 Supervision. Contractor shall provide adequate and competent supervision at all 
times during the Contract term. Contractor shall be readily available to meet with the City. 
Contractor shall provide the telephone numbers where its representative(s) can be reached.  
 

5.14.2 City Premises. Contractor’s employees and agents shall comply with all City 
rules and regulations while on City premises. 
 

5.14.3 Removal of Employees. City may request Contractor immediately remove from 
assignment to the City any employee found unfit to perform duties at the City. Contractor shall 
comply with all such requests.  
 
5.15 Licenses and Permits. Contractor shall, without additional expense to the City, be 
responsible for obtaining any necessary licenses, permits, certifications, accreditations, fees and 
approvals for complying with any federal, state, county, municipal, and other laws, codes, and 
regulations applicable to Contract performance. This includes, but is not limited to, any laws or 
regulations requiring the use of licensed contractors to perform parts of the work.   
 
5.16  Contractor and Subcontractor Registration Requirements. Prior to the award of the 
Contract or Task Order, Contractor and Contractor’s subcontractors and suppliers must register 
with the City’s web-based vendor registration and bid management system. The City may not 
award the Contract until registration of all subcontractors and suppliers is complete. In the event 
this requirement is not met within the time frame specified by the City, the City reserves the right 
to rescind the Contract award and to make the award to the next responsive and responsible 
proposer of bidder. 

ARTICLE VI 
INTELLECTUAL PROPERTY RIGHTS 

 
6.1 Rights in Data. If, in connection with the services performed under this Contract, 
Contractor or its employees, agents, or subcontractors, create artwork, audio recordings, 
blueprints, designs, diagrams, documentation, photographs, plans, reports, software, source code, 
specifications, surveys, system designs, video recordings, or any other original works of 
authorship, whether written or readable by machine (Deliverable Materials), all rights of 
Contractor or its subcontractors in the Deliverable Materials, including, but not limited to 
publication, and registration of copyrights, and trademarks in the Deliverable Materials, are the 
sole property of City. Contractor, including its employees, agents, and subcontractors, may not 
use any Deliverable Material for purposes unrelated to Contractor’s work on behalf of the City 
without prior written consent of City. Contractor may not publish or reproduce any Deliverable 
Materials, for purposes unrelated to Contractor’s work on behalf of the City, without the prior 
written consent of the City. 
 
6. 2 Intellectual Property Rights Assignment. For no additional compensation, Contractor 
hereby assigns to City all of Contractor’s rights, title, and interest in and to the content of the 
Deliverable Materials created by Contractor or its employees, agents, or subcontractors, 
including copyrights, in connection with the services performed under this Contract. Contractor 
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shall promptly execute and deliver, and shall cause its employees, agents, and subcontractors to 
promptly execute and deliver, upon request by the City or any of its successors or assigns at any 
time and without further compensation of any kind, any power of attorney, assignment, 
application for copyright, patent, trademark or other intellectual property right protection, or 
other papers or instruments which may be necessary or desirable to fully secure, perfect or 
otherwise protect to or for the City, its successors and assigns, all right, title and interest in and to 
the content of the Deliverable Materials. Contractor also shall cooperate and assist in the 
prosecution of any action or opposition proceeding involving such intellectual property rights 
and any adjudication of those rights.  
 
6. 3 Contractor Works. Contractor Works means tangible and intangible information and 
material that: (a) had already been conceived, invented, created, developed or acquired by 
Contractor prior to the effective date of this Contract; or (b) were conceived, invented, created, 
or developed by Contractor after the effective date of this Contract, but only to the extent such 
information and material do not constitute part or all of the Deliverable Materials called for in 
this Contract. All Contractor Works, and all modifications or derivatives of such Contractor 
Works, including all intellectual property rights in or pertaining to the same, shall be owned 
solely and exclusively by Contractor.  
 
6. 4 Subcontracting.  In the event that Contractor utilizes a subcontractor(s) for any portion 
of the work that comprises the whole or part of the specified Deliverable Materials to the City, 
the agreement between Contractor and the subcontractor shall include a statement that identifies 
the Deliverable Materials as a “works for hire” as described in the United States Copyright Act 
of 1976, as amended, and that all intellectual property rights in the Deliverable Materials, 
whether arising in copyright, trademark, service mark or other forms of intellectual property 
rights, belong to and shall vest solely with the City. Further, the agreement between Contractor 
and its subcontractor shall require that the subcontractor, if necessary, shall grant, transfer, sell 
and assign, free of charge, exclusively to City, all titles, rights and interests in and to the 
Deliverable Materials, including all copyrights, trademarks and other intellectual property rights. 
City shall have the right to review any such agreement for compliance with this provision.  
 
6. 5 Intellectual Property Warranty and Indemnification. Contractor represents and 
warrants that any materials or deliverables, including all Deliverable Materials, provided under 
this Contract are either original, or not encumbered, and do not infringe upon the copyright, 
trademark, patent or other intellectual property rights of any third party, or are in the public 
domain. If Deliverable Materials provided hereunder become the subject of a claim, suit or 
allegation of copyright, trademark or patent infringement, City shall have the right, in its sole 
discretion, to require Contractor to produce, at Contractor’s own expense, new non-infringing 
materials, deliverables or works as a means of remedying any claim of infringement in addition 
to any other remedy available to the City under law or equity. Contractor further agrees to 
indemnify, defend, and hold harmless the City, its officers, employees and agents from and 
against any and all claims, actions, costs, judgments or damages, of any type, alleging or 
threatening that any Deliverable Materials, supplies, equipment, services or works provided 
under this contract infringe the copyright, trademark, patent or other intellectual property or 
proprietary rights of any third party (Third Party Claim of Infringement). If a Third Party Claim 
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of Infringement is threatened or made before Contractor receives payment under this Contract, 
City shall be entitled, upon written notice to Contractor, to withhold some or all of such 
payment. 
 
6.6 Software Licensing. Contractor represents and warrants that the software, if any, as 
delivered to City, does not contain any program code, virus, worm, trap door, back door, time or 
clock that would erase data or programming or otherwise cause the software to become 
inoperable, inaccessible, or incapable of being used in accordance with its user manuals, either 
automatically, upon the occurrence of licensor-selected conditions or manually on command. 
Contractor further represents and warrants that all third party software, delivered to City or used 
by Contractor in the performance of the Contract, is fully licensed by the appropriate licensor. 
 
6.7 Publication. Contractor may not publish or reproduce any Deliverable Materials, for 
purposes unrelated to Contractor’s work on behalf of the City without prior written consent from 
the City.  
 
6.8 Royalties, Licenses, and Patents. Unless otherwise specified, Contractor shall pay all 
royalties, license, and patent fees associated with the goods that are the subject of this 
solicitation. Contractor warrants that the goods, materials, supplies, and equipment to be supplied 
do not infringe upon any patent, trademark, or copyright, and further agrees to defend any and all 
suits, actions and claims for infringement that are brought against the City, and to defend, 
indemnify and hold harmless the City, its elected officials, officers, and employees from all 
liability, loss and damages, whether general, exemplary or punitive, suffered as a result of any 
actual or claimed infringement asserted against the City, Contractor, or those furnishing goods, 
materials, supplies, or equipment to Contractor  under the Contract. 

 
ARTICLE VII 

INDEMNIFICATION AND INSURANCE 
 

7.1 Indemnification. To the fullest extent permitted by law, Contractor shall defend (with 
legal counsel reasonably acceptable to City), indemnify, protect, and hold harmless City and its 
elected officials, officers, employees, agents, and representatives (Indemnified Parties) from and 
against any and all claims, losses, costs, damages, injuries (including, without limitation, injury 
to or death of an employee of Contractor or its subcontractors), expense, and liability of every 
kind, nature and description (including, without limitation, incidental and consequential 
damages, court costs, and litigation expenses and fees of expert consultants or expert witnesses 
incurred in connection therewith and costs of investigation) that arise out of, pertain to, or relate 
to, directly or indirectly, in whole or in part, any goods provided or performance of services 
under this Contract by Contractor, any subcontractor, anyone directly or indirectly employed by 
either of them, or anyone that either of them control. Contractor’s duty to defend, indemnify, 
protect and hold harmless shall not include any claims or liabilities arising from the sole 
negligence or willful misconduct of the Indemnified Parties. 
 
7.2 Insurance.  Contractor shall procure and maintain for the duration of the contract 
insurance against claims for injuries to persons or damages to property which may arise from or 
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in connection with the performance of the work hereunder and the results of that work by 
Contractor, his agents, representatives, employees or subcontractors. 
 
Contractor shall provide, at a minimum, the following: 
 

7.2.1 Commercial General Liability.  Insurance Services Office Form CG 00 01 
covering CGL on an “occurrence” basis, including products and completed operations, property 
damage, bodily injury, and personal and advertising injury with limits no less than $1,000,000 
per occurrence. If a general aggregate limit applies, either the general aggregate limit shall apply 
separately to this project/location (ISO CG 25 03 or 25 04) or the general aggregate limit shall be 
twice the required occurrence limit. 

 
  7.2.2 Commercial Automobile Liability.  Insurance Services Office Form Number 
CA 0001 covering Code 1 (any auto) or, if Contractor has no owned autos, Code 8 (hired) and 9 
(non-owned), with limit no less than $1,000,000 per accident for bodily injury and property 
damage. 

 
7.2.3 Workers' Compensation.  Insurance as required by the State of California, with 

Statutory Limits, and Employer’s Liability Insurance with limit of no less than $1,000,000 per 
accident for bodily injury or disease. 

 
7.2.4 Professional Liability (Errors and Omissions).  For consultant contracts, 

insurance appropriate to Consultant’s profession, with limit no less than $1,000,000 per 
occurrence or claim, $2,000,000 aggregate.  

 
If Contractor maintains broader coverage and/or higher limits than the minimums shown above, 
City requires and shall be entitled to the broader coverage and/or the higher limits maintained by 
Contractor. Any available insurance proceeds in excess of the specified minimum limits of 
insurance and coverage shall be available to City. 
 

7.2.5  Other Insurance Provisions. The insurance policies are to contain, or be 
endorsed to contain, the following provisions:  
 

7.2.5.1 Additional Insured Status. The City, its officers, officials, employees,  
and volunteers are to be covered as additional insureds on the CGL policy with respect to 
liability arising out of work or operations performed by or on behalf of Contractor including 
materials, parts, or equipment furnished in connection with such work or operations. General 
liability coverage can be provided in the form of an endorsement to Contractor’s insurance (at 
least as broad as ISO Form CG 20 10 11 85 or if not available, through the addition of both CG 
20 10, CG 20 26, CG 20 33, or CG 20 38; and CG 20 37 if a later edition is used). 
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7.2.5.2 Primary Coverage. For any claims related to this contract,  
Contractor’s insurance coverage shall be primary coverage at least as broad as ISO CG 20 01 04 
13 as respects the City, its officers, officials, employees, and volunteers. Any insurance or self-
insurance maintained by City, its officers, officials, employees, or volunteers shall be excess of 
Contractor’s insurance and shall not contribute with it.  
 

7.2.5.3 Notice of Cancellation. Each insurance policy required above shall  
provide that coverage shall not be canceled, except with notice to City.  
 

7.2.5.4 Waiver of Subrogation. Contractor hereby grants to City a waiver of  
any right to subrogation which the Workers’ Compensation insurer of said Contractor may 
acquire against City by virtue of the payment of any loss under such insurance. Contractor agrees 
to obtain any endorsement that may be necessary to affect this waiver of subrogation, but this 
provision applies regardless of whether or not the City has received a waiver of subrogation 
endorsement from the insurer. 
 

7.2.5.5 Claims Made Policies (applicable only to professional liability). The  
Retroactive Date must be shown, and must be before the date of the contract or the beginning of 
contract work. Insurance must be maintained and evidence of insurance must be provided for at 
least five (5) years after completion of the contract of work. If coverage is canceled or non-
renewed, and not replaced with another claims-made policy form with a Retroactive Date prior 
to the contract effective date, Contractor must purchase “extended reporting” coverage for a 
minimum of five (5) years after completion of work. 
 
7.3 Self Insured Retentions. Self-insured retentions must be declared to and approved by 
City. City may require Contractor to purchase coverage with a lower retention or provide proof 
of ability to pay losses and related investigations, claim administration, and defense expenses 
within the retention. The policy language shall provide, or be endorsed to provide, that the self-
insured retention may be satisfied by either the named insured or City. 

7.4 Acceptability of Insurers.  Insurance is to be placed with insurers with a current A.M. 
Best’s rating of no less than A-VI, unless otherwise acceptable to City. 

City will accept insurance provided by non-admitted, “surplus lines” carriers only if the carrier is 
authorized to do business in the State of California and is included on the List of Approved 
Surplus Lines Insurers (LASLI list). All policies of insurance carried by non-admitted carriers 
are subject to all of the requirements for policies of insurance provided by admitted carriers 
described herein. 
 
7.5 Verification of Coverage. Contractor shall furnish City with original certificates and 
amendatory endorsements or copies of the applicable policy language effecting coverage 
required by this clause. All certificates and endorsements are to be received and approved by 
City before work commences. However, failure to obtain the required documents prior to the 
work beginning shall not waive Contractor’s obligation to provide them. City reserves the right 
to require complete, certified copies of all required insurance policies, including endorsements 
required by these specifications, at any time.  
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7.6 Special Risks or Circumstances. City reserves the right to modify these requirements, 
including limits, based on the nature of the risk, prior experience, insurer, coverage, or other 
special circumstances. 
 
7.7 Additional Insurance. Contractor may obtain additional insurance not required by this 
Contract. 
 
7.8 Excess Insurance. All policies providing excess coverage to City shall follow the form 
of the primary policy or policies including but not limited to all endorsements. 
 
7.9 Subcontractors.  Contractor shall require and verify that all subcontractors maintain 
insurance meeting all the requirements stated herein, and Contractor shall ensure that City is an 
additional insured on insurance required from subcontractors.  For CGL coverage, subcontractors 
shall provide coverage with a format at least as broad as the CG 20 38 04 13 endorsement. 
 

ARTICLE VIII 
BONDS 

 
8.1 Payment and Performance Bond. Prior to the execution of this Contract, City may 
require Contractor to post a payment and performance bond (Bond). The Bond shall guarantee 
Contractor’s faithful performance of this Contract and assure payment to contractors, 
subcontractors, and to persons furnishing goods and/or services under this Contract. 

 8.1.1 Bond Amount.  The Bond shall be in a sum equal to twenty-five percent (25%) 
of the Contract amount, unless otherwise stated in the Specifications. City may file a claim 
against the Bond if Contractor fails or refuses to fulfill the terms and provisions of the Contract.  
 
 8.1.2 Bond Term. The Bond shall remain in full force and effect at least until complete 
performance of this Contract and payment of all claims for materials and labor, at which time it 
will convert to a ten percent (10%) warranty bond, which shall remain in place until the end of 
the warranty periods set forth in this Contract. The Bond shall be renewed annually, at least sixty 
(60) days in advance of its expiration, and Contractor shall provide timely proof of annual 
renewal to City. 
 
 8.1.3 Bond Surety. The Bond must be furnished by a company authorized by the State 
of California Department of Insurance to transact surety business in the State of California and 
which has a current A.M. Best rating of at least “A-, VIII.”  
 
 8.1.4  Non-Renewal or Cancellation. The Bond must provide that City and Contractor 
shall be provided with sixty (60) days’ advance written notice in the event of non-renewal, 
cancellation, or material change to its terms. In the event of non-renewal, cancellation, or 
material change to the Bond terms, Contractor shall provide City with evidence of the new 
source of surety within twenty-one (21) calendar days after the date of the notice of non-renewal, 
cancellation, or material change. Failure to maintain the Bond, as required herein, in full force 
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and effect as required under this Contact, will be a material breach of the Contract subject to 
termination of the Contract. 
 
8.2 Alternate Security. City may, at its sole discretion, accept alternate security in the form 
of an endorsed certificate of deposit, a money order, a certified check drawn on a solvent bank, 
or other security acceptable to the Purchasing Agent in an amount equal to the required Bond. 
 

ARTICLE IX 
CITY-MANDATED CLAUSES AND REQUIREMENTS 

 
9.1 Contractor Certification of Compliance. By signing this Contract, Contractor certifies 
that Contractor is aware of, and will comply with, these City-mandated clauses throughout the 
duration of the Contract. 

9.1.1 Drug-Free Workplace Certification. Contractor shall comply with City’s 
Drug-Free Workplace requirements set forth in Council Policy 100-17, which is incorporated 
into the Contract by this reference.  

9.1.2 Contractor Certification for Americans with Disabilities Act (ADA) and 
State Access Laws and Regulations: Contractor shall comply with all accessibility 
requirements under the ADA and under Title 24 of the California Code of Regulations (Title 24). 
When a conflict exists between the ADA and Title 24, Contractor shall comply with the most 
restrictive requirement (i.e., that which provides the most access). Contractor also shall comply 
with the City’s ADA Compliance/City Contractors requirements as set forth in Council Policy 
100-04, which is incorporated into this Contract by reference. Contractor warrants and certifies 
compliance with all federal and state access laws and regulations and further certifies that any 
subcontract agreement for this contract contains language which indicates the subcontractor's 
agreement to abide by the provisions of the City’s Council Policy and any applicable access laws 
and regulations. 

9.1.3 Non-Discrimination Requirements. 

9.1.3.1  Compliance with City’s Equal Opportunity Contracting Program 
(EOCP). Contractor shall comply with City’s EOCP Requirements. Contractor shall not 
discriminate against any employee or applicant for employment on any basis prohibited by law. 
Contractor shall provide equal opportunity in all employment practices. Prime Contractors shall 
ensure that their subcontractors comply with this program. Nothing in this Section shall be 
interpreted to hold a Prime Contractor liable for any discriminatory practice of its subcontractors. 

9.1.3.2  Non-Discrimination Ordinance. Contractor shall not discriminate on the 
basis of race, gender, gender expression, gender identity, religion, national origin, ethnicity, 
sexual orientation, age, or disability in the solicitation, selection, hiring or treatment of 
subcontractors, vendors or suppliers. Contractor shall provide equal opportunity for 
subcontractors to participate in subcontracting opportunities. Contractor understands and agrees 
that violation of this clause shall be considered a material breach of the Contract and may result 
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in Contract termination, debarment, or other sanctions. Contractor shall ensure that this language 
is included in contracts between Contractor and any subcontractors, vendors and suppliers.  

9.1.3.3   Compliance Investigations. Upon City’s request, Contractor agrees to 
provide to City, within sixty calendar days, a truthful and complete list of the names of all 
subcontractors, vendors, and suppliers that Contractor has used in the past five years on any of its 
contracts that were undertaken within San Diego County, including the total dollar amount paid 
by Contractor for each subcontract or supply contract. Contractor further agrees to fully 
cooperate in any investigation conducted by City pursuant to City's Nondiscrimination in 
Contracting Ordinance. Contractor understands and agrees that violation of this clause shall be 
considered a material breach of the Contract and may result in Contract termination, debarment, 
and other sanctions.  

9.1.4 Equal Benefits Ordinance Certification. Unless an exception applies, Contractor 
shall comply with the Equal Benefits Ordinance (EBO) codified in the San Diego Municipal 
Code (SDMC). Failure to maintain equal benefits is a material breach of the Contract.  

  
9.1.5 Contractor Standards. Contractor shall comply with Contractor Standards 

provisions codified in the SDMC. Contractor understands and agrees that violation of Contractor 
Standards may be considered a material breach of the Contract and may result in Contract 
termination, debarment, and other sanctions.  

 
9.1.6 Noise Abatement. Contractor shall operate, conduct, or construct without 

violating the City’s Noise Abatement Ordinance codified in the SDMC.  
 
9.1.7 Storm Water Pollution Prevention Program. Contractor shall comply with the 

City’s Storm Water Management and Discharge Control provisions codified in Division 3 of 
Chapter 4 of the SDMC, as may be amended, and any and all applicable Best Management 
Practice guidelines and pollution elimination requirements in performing or delivering services 
at City owned, leased, or managed property, or in performance of services and activities on 
behalf of City regardless of location. 

Contractor shall comply with the City’s Jurisdictional Urban Runoff Management Plan 
encompassing Citywide programs and activities designed to prevent and reduce storm water 
pollution within City boundaries as adopted by the City Council on January 22, 2008, via 
Resolution No. 303351, as may be amended.  

Contractor shall comply with each City facility or work site’s Storm Water Pollution 
Prevention Plan, as applicable, and institute all controls needed while completing the services to 
minimize any negative impact to the storm water collection system and environment.  

 
9.1.8 Service Worker Retention Ordinance. If applicable, Contractor shall comply 

with the Service Worker Retention Ordinance (SWRO) codified in the SDMC.  
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9.1.9 Product Endorsement. Contractor shall comply with Council Policy 000-41 
which requires that other than listing the City as a client and other limited endorsements, any 
advertisements, social media, promotions or other marketing referring to the City as a user of a 
product or service will require prior written approval of the Mayor or designee. Use of the City 
Seal or City logos is prohibited. 
 

9.1.10 Business Tax Certificate. Unless the City Treasurer determines in writing that a 
contractor is exempt from the payment of business tax, any contractor doing business with the 
City of San Diego is required to obtain a Business Tax Certificate (BTC) and to provide a copy 
of its BTC to the City before a Contract is executed. 

 
9.1.11 Equal Pay Ordinance. Unless an exception applies, Contractor shall comply 

with the Equal Pay Ordinance codified in San Diego Municipal Code sections 22.4801 through 
22.4809. Contractor shall certify in writing that it will comply with the requirements of the EPO. 

 
 9.1.11.1 Contractor and Subcontract Requirement. The Equal Pay Ordinance 

applies to any subcontractor who performs work on behalf of a Contractor to the same extent as 
it would apply to that Contractor. Any Contractor subject to the Equal Pay Ordinance shall 
require all of its subcontractors to certify compliance with the Equal Pay Ordinance in its written 
subcontracts. 

 
ARTICLE X 

 CONFLICT OF INTEREST AND VIOLATIONS OF LAW 

10.1 Conflict of Interest Laws. Contractor is subject to all federal, state and local conflict of 
interest laws, regulations, and policies applicable to public contracts and procurement practices 
including, but not limited to, California Government Code sections 1090, et. seq. and 81000, et. 
seq., and the Ethics Ordinance, codified in the SDMC. City may determine that Contractor must 
complete one or more statements of economic interest disclosing relevant financial interests. 
Upon City’s request, Contractor shall submit the necessary documents to City. 

10.2 Contractor’s Responsibility for Employees and Agents. Contractor is required to 
establish and make known to its employees and agents appropriate safeguards to prohibit 
employees from using their positions for a purpose that is, or that gives the appearance of being, 
motivated by the desire for private gain for themselves or others, particularly those with whom 
they have family, business or other relationships. 

10.3 Contractor’s Financial or Organizational Interests. In connection with any task, 
Contractor shall not recommend or specify any product, supplier, or contractor with whom 
Contractor has a direct or indirect financial or organizational interest or relationship that would 
violate conflict of interest laws, regulations, or policies. 

10.4 Certification of Non-Collusion. Contractor certifies that: (1) Contractor’s bid or 
proposal was not made in the interest of or on behalf of any person, firm, or corporation not 
identified; (2) Contractor did not directly or indirectly induce or solicit any other bidder or 
proposer to put in a sham bid or proposal; (3) Contractor did not directly or indirectly induce or 
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solicit any other person, firm or corporation to refrain from bidding; and (4) Contractor did not 
seek by collusion to secure any advantage over the other bidders or proposers. 

10.5 Hiring City Employees. This Contract shall be unilaterally and immediately terminated 
by City if Contractor employs an individual who within the twelve (12) months immediately 
preceding such employment did in his/her capacity as a City officer or employee participate in 
negotiations with or otherwise have an influence on the selection of Contractor. 
 

ARTICLE XI 
DISPUTE RESOLUTION 

 
11.1 Mediation. If a dispute arises out of or relates to this Contract and cannot be settled 
through normal contract negotiations, Contractor and City shall use mandatory non-binding 
mediation before having recourse in a court of law. 

11.2 Selection of Mediator. A single mediator that is acceptable to both parties shall be used 
to mediate the dispute. The mediator will be knowledgeable in the subject matter of this 
Contract, if possible. 

11.3  Expenses. The expenses of witnesses for either side shall be paid by the party producing 
such witnesses. All other expenses of the mediation, including required traveling and other 
expenses of the mediator, and the cost of any proofs or expert advice produced at the direct 
request of the mediator, shall be borne equally by the parties, unless they agree otherwise. 

11.4 Conduct of Mediation Sessions. Mediation hearings will be conducted in an informal 
manner and discovery will not be allowed. The discussions, statements, writings and admissions 
will be confidential to the proceedings (pursuant to California Evidence Code sections 1115 
through 1128) and will not be used for any other purpose unless otherwise agreed by the parties 
in writing. The parties may agree to exchange any information they deem necessary. Both parties 
shall have a representative attend the mediation who is authorized to settle the dispute, though 
City's recommendation of settlement may be subject to the approval of the Mayor and City 
Council. Either party may have attorneys, witnesses or experts present.  

11.5 Mediation Results. Any agreements resulting from mediation shall be memorialized in 
writing. The results of the mediation shall not be final or binding unless otherwise agreed to in 
writing by the parties. Mediators shall not be subject to any subpoena or liability, and their 
actions shall not be subject to discovery. 

 
ARTICLE XII 

MANDATORY ASSISTANCE 
 

12.1 Mandatory Assistance. If a third party dispute or litigation, or both, arises out of, or 
relates in any way to the services provided to the City under a Contract, Contractor , its agents, 
officers, and employees agree to assist in resolving the dispute or litigation upon City’s request. 
Contractor’s assistance includes, but is not limited to, providing professional consultations, 
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attending mediations, arbitrations, depositions, trials or any event related to the dispute 
resolution and/or litigation. 
 
12.2 Compensation for Mandatory Assistance. City will compensate Contractor for fees 
incurred for providing Mandatory Assistance. If, however, the fees incurred for the Mandatory 
Assistance are determined, through resolution of the third party dispute or litigation, or both, to 
be attributable in whole, or in part, to the acts or omissions of Contractor, its agents, officers, and 
employees, Contractor shall reimburse City for all fees paid to Contractor, its agents, officers, 
and employees for Mandatory Assistance. 
 
12.3 Attorneys’ Fees Related to Mandatory Assistance. In providing City with dispute or 
litigation assistance, Contractor or its agents, officers, and employees may incur expenses and/or 
costs. Contractor agrees that any attorney fees it may incur as a result of assistance provided 
under Section 12.2 are not reimbursable.  
 

ARTICLE XIII 
MISCELLANEOUS 

 
13.1 Headings. All headings are for convenience only and shall not affect the interpretation of 
this Contract. 

13.2 Non-Assignment. Contractor may not assign the obligations under this Contract, whether 
by express assignment or by sale of the company, nor any monies due or to become due under 
this Contract, without City’s prior written approval. Any assignment in violation of this 
paragraph shall constitute a default and is grounds for termination of this Contract at the City’s 
sole discretion. In no event shall any putative assignment create a contractual relationship 
between City and any putative assignee. 

13.3 Independent Contractors. Contractor and any subcontractors employed by Contractor 
are independent contractors and not agents of City. Any provisions of this Contract that may 
appear to give City any right to direct Contractor concerning the details of performing or 
providing the goods and/or services, or to exercise any control over performance of the Contract, 
shall mean only that Contractor shall follow the direction of City concerning the end results of 
the performance. 

13.4 Subcontractors. All persons assigned to perform any work related to this Contract, 
including any subcontractors, are deemed to be employees of Contractor, and Contractor shall be 
directly responsible for their work. 

13.5 Covenants and Conditions. All provisions of this Contract expressed as either covenants 
or conditions on the part of City or Contractor shall be deemed to be both covenants and 
conditions. 

13.6 Compliance with Controlling Law. Contractor shall comply with all applicable local, 
state, and federal laws, regulations, and policies. Contractor’s act or omission in violation of 
applicable local, state, and federal laws, regulations, and policies is grounds for contract 
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termination. In addition to all other remedies or damages allowed by law, Contractor is liable to 
City for all damages, including costs for substitute performance, sustained as a result of the 
violation. In addition, Contractor may be subject to suspension, debarment, or both.  

13.7  Governing Law. The Contract shall be deemed to be made under, construed in 
accordance with, and governed by the laws of the State of California without regard to the 
conflicts or choice of law provisions thereof. 
 
13.8 Venue. The venue for any suit concerning solicitations or the Contract, the interpretation 
of application of any of its terms and conditions, or any related disputes shall be in the County of 
San Diego, State of California.  

 
13.9 Successors in Interest. This Contract and all rights and obligations created by this 
Contract shall be in force and effect whether or not any parties to the Contract have been 
succeeded by another entity, and all rights and obligations created by this Contract shall be 
vested and binding on any party’s successor in interest. 

13.10 No Waiver. No failure of either City or Contractor to insist upon the strict performance 
by the other of any covenant, term or condition of this Contract, nor any failure to exercise any 
right or remedy consequent upon a breach of any covenant, term, or condition of this Contract, 
shall constitute a waiver of any such breach of such covenant, term or condition. No waiver of 
any breach shall affect or alter this Contract, and each and every covenant, condition, and term 
hereof shall continue in full force and effect without respect to any existing or subsequent 
breach. 

13.11 Severability. The unenforceability, invalidity, or illegality of any provision of this 
Contract shall not render any other provision of this Contract unenforceable, invalid, or illegal. 

13.12 Drafting Ambiguities. The parties acknowledge that they have the right to be advised by 
legal counsel with respect to the negotiations, terms and conditions of this Contract, and the 
decision of whether to seek advice of legal counsel with respect to this Contract is the sole 
responsibility of each party. This Contract shall not be construed in favor of or against either 
party by reason of the extent to which each party participated in the drafting of the Contract. 

13.13 Amendments. Neither this Contract nor any provision hereof may be changed, modified, 
amended or waived except by a written agreement executed by duly authorized representatives 
of City and Contractor. Any alleged oral amendments have no force or effect. The Purchasing 
Agent must sign all Contract amendments. 
 
13.14 Conflicts Between Terms. If this Contract conflicts with an applicable local, state, or 
federal law, regulation, or court order, applicable local, state, or federal law, regulation, or court 
order shall control. Varying degrees of stringency among the main body of this Contract, the 
exhibits or attachments, and laws, regulations, or orders are not deemed conflicts, and the most 
stringent requirement shall control. Each party shall notify the other immediately upon the 
identification of any apparent conflict or inconsistency concerning this Contract. 
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13.15 Survival of Obligations. All representations, indemnifications, warranties, and 
guarantees made in, required by, or given in accordance with this Contract, as well as all 
continuing obligations indicated in this Contract, shall survive, completion and acceptance of 
performance and termination, expiration or completion of the Contract. 

13.16 Confidentiality of Services. All services performed by Contractor, and any sub-
contractor(s) if applicable, including but not limited to all drafts, data, information, 
correspondence, proposals, reports of any nature, estimates compiled or composed by 
Contractor, are for the sole use of City, its agents, and employees. Neither the documents nor 
their contents shall be released by Contractor or any subcontractor to any third party without the 
prior written consent of City. This provision does not apply to information that: (1) was publicly 
known, or otherwise known to Contractor, at the time it was disclosed to Contractor by City; (2) 
subsequently becomes publicly known through no act or omission of Contractor; or (3) otherwise 
becomes known to Contractor other than through disclosure by City. 

13.17 Insolvency. If Contractor enters into proceedings relating to bankruptcy, whether 
voluntary or involuntary, Contractor agrees to furnish, by certified mail or electronic commerce 
method authorized by the Contract, written notification of the bankruptcy to the Purchasing 
Agent and the Contract Administrator responsible for administering the Contract. This 
notification shall be furnished within five (5) days of the initiation of the proceedings relating to 
bankruptcy filing. This notification shall include the date on which the bankruptcy petition was 
filed, the identity of the court in which the bankruptcy petition was filed, and a listing of City 
contract numbers and contracting offices for all City contracts against which final payment has 
not been made. This obligation remains in effect until final payment is made under this Contract. 

13.18 No Third Party Beneficiaries. Except as may be specifically set forth in this Contract, 
none of the provisions of this Contract are intended to benefit any third party not specifically 
referenced herein. No party other than City and Contractor shall have the right to enforce any of 
the provisions of this Contract. 
 
13.19 Actions of City in its Governmental Capacity. Nothing in this Contract shall be 
interpreted as limiting the rights and obligations of City in its governmental or regulatory 
capacity. 
 



 

 
 

 
 
 
 
 
 

Tab A – Submission of Information and Forms 
  



2.2 Exceptions requested by proposer, if any. The proposer must present written factual or legal justification for 
any exception requested to the Scope of Work, the Contract, or the Exhibits thereto. Any exceptions to the 
Contract that have not been accepted by the City in writing are deemed rejected. The City, in its sole discretion, 
may accept some or all of proposer’s exceptions, reject proposer’s exceptions, and deem the proposal 
nonresponsive, or award the Contract without proposer’s proposed exceptions. The City will not consider 
exceptions addressed elsewhere in the proposal. 

N/A



 

2.3 The Contractor Standards Pledge of Compliance Form. 
  



























 

2.4 Equal Opportunity Contracting forms including the Work Force Report and Contractors Certification of 
Pending Actions. 
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Executive Summary 
 

As a woman and minority-owned California Certified Small Business based in San Diego, Hanna Interpreting 

Services’ mission is to help every individual we encounter by providing meaningful access through language and 

technology. By doing so, we are confident that we can bridge any language gap to help the City of San Diego fulfill 

its goal to embrace transparency and accessibility. 

 

Since 2010, Hanna has provided in-person, telephonic, and video-remote interpretation, as well as 

translation and transcription services. We have more than 7,000 interpreters and translators available 

who can provide services in well over 200 languages and dialects, including American Sign Language, 

throughout California. Our staff of 54 full-time employees administer the project management, 

recruitment, acquisition, background checking, on-boarding, certification and scheduling of independent 

linguists to meet the many requirements of our diverse client base.  

 
With over 40 years of combined experience in the language industry, Hanna has risen to the top of California’s 

language industry with an impressive client list consisting of federal, state and local government agencies, social 

service programs, health plans, healthcare facilities, amongst others. We successfully completed 100,000 

interpreting jobs and 15,000 document translations in 2021 alone. 

 
Hanna is the County of San Diego’s official Language Service Provider, providing interpretation and translation 

services for the County since 2018. 

 
Additionally, Hanna currently holds similar county-wide contracts with nine other California counties, including 

Alameda County, Imperial County, Merced County, Placer County, Riverside County, San Bernardino County, Santa 

Cruz County, San Mateo County, and Sacramento County. Furthermore, Hanna also holds many high-profile 

contracts with major entities such as the California Department of Social Services (CDSS) and the California 

Department of Public Health (CDPH). 

 
We regularly provide simultaneous interpretation for public facing, high-profile events.  Most recently, Hanna 

has provided simultaneous interpretation for CDPH’s Community Vaccine Advisory Committee broadcasted live 

on Youtube and Facebook each week. Additionally, Hanna provides regular simultaneous interpretation for 

California’s Office of the Surgeon General and for many Riverside and San Bernardino Board of Supervisor 

meetings.    

 
Due to an increase in demand, Hanna recently created a Special Events Division dedicated to serving public-

facing events.  Such a concentration ensures that all protocols are followed and the event runs smoothly, every 

time.  This includes securing certified interpreters experienced with the event’s subject matter, sharing educational 

event material with the interpreters in advance, and working hand-in-hand with the client’s event coordinator 

each step of the way. 

 

As our clients will attest, our ability to fulfill almost any language request is unmatched.  Our innovative technology 

and streamlined workflow allow us to provide premium value services at a competitive cost. Our company growth 

is a testament to our service ability, as more and more clients are leaving their current providers and choosing 

Hanna for their language needs. 

 

With Hanna, your interpreting and translation services are worry free – turn over your service requirements to us – 

we manage the rest. 
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Service Overview 

Interpretation and Translation Made Simple 

For most organizations, reserving an interpreter or translation service is a hassle.  We get it. 

You need to book your services quickly and easily, knowing you can rely on quality service every time. Our 

streamlined platform, straightforward pricing and vetted team of professionals let you focus on what you do best, 

knowing all of your language services are easy to book, high-quality, and stress-free. 

 

At Hanna, we help people understand one another no matter how 

uncommon the language or how complex the situation. Since 2010, Hanna 

has had over a 99% fulfillment rate in all service categories, including 

document translations, in-person interpreting, telephonic interpreting, and 

video-remote interpreting.  Virtually all language service requests have not 

only been accepted, but Hanna has successfully provided a linguist nearly 100% of the time one has been 

confirmed. 

Where our competitors regularly decline requests, accept and then cancel requests, or fail to provide a linguist 

after confirmation, Hanna takes pride in never allowing our clients’ customers to go without the help they need.  

Our top priority is to fulfill every job request that our clients make. 

Our commitment to this philosophy is so great that Hanna would rather take a monetary loss on a request rather 

than cancel it. Hanna stands alone in its quest for fulfillment perfection. 

 

Hanna’s scheduling platform utilizes artificial intelligence to significantly 

reduce expenses, overhead, and waste – resulting in accuracy and savings 

for our clients.  We are regularly surveyed as one of the most consistent 

and high-value providers of interpreting and translation services in 

California.   

Our automated scheduling system intelligently selects the most cost-effective linguist for every job – considering 

the linguist’s experience, expertise, distance, and pricing before assigning them to a job. 

In addition to our competitive interpreting and translation rates, we do not charge any non-disclosed or extra fees. 

Our clients are never surprised by any hidden charges that suddenly appear on an invoice.  Instead, our simple and 

transparent pricing structure allows our clients to know and forecast exactly how much language services will cost. 

Over 99% 
FULFILLMENT 

RATE 

HANNA  =  

PEACE OF MIND 
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The fastest growing sector of the language economy is that of rare 

languages, or “languages of limited diffusion.” We have professional linguists 

skilled in a wide array of rare languages that our competitors are often 

unable to offer. We pride ourselves on our ability to service most any 

language--taking great measures to source and contract with a dynamic 

range of highly vetted, professional linguists in rare languages. 

 

Hanna has a systematic method of separating bilingual speakers from 

qualified linguists to ensure we are not a training ground for bilinguals.  

Instead, we are the standard for professional linguist excellence. On average, 

our linguists possess 7.68 years of experience prior to joining our team. 

 

 

Hanna is not just a language services company; we are a technology 

company. With a team of dedicated software partners at our fingertips, we 

leverage our technology to enhance service delivery. We can customize and 

fine-tune our delivery system, thus ensuring the best and most cost-effective 

solutions possible for your needs 

 

 

RARE 

LANGUAGES 

PROFESSIONAL 

LINGUISTICS 

LEVERAGING 

TECHNOLOGY 
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Award-Winning Customer Service 

With more than 40 years of combined language industry experience, our staff has proudly earned:  

 

 

 

We are rated so highly because our customer service team considers itself to be an extension of each client’s 

organization. Our job is to make your staff’s job easier. Plain and simple. 

✓ Live representatives and linguists available 24/7/365 

✓ Reduction of consumer ‘no shows’ through complimentary 24-hour reminder service 

✓ Rapid confirmation of in-person interpreting requests – often within an hour 

✓ Custom Invoicing & Reporting 

✓ Client Satisfaction Guarantee  

✓ Smooth Transition 
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Sample Language List 
 
 

  

Afrikaans 

Akan 

Albanian 

American Sign 
Language 

Amharic 

Arabic 

Armenian 

Ashante 

Assyrian 

Azerbaijani 

Azeri 

Bajuni 

Bambara 

Basque 

Behdini 

Belorussian 

Bengali 

Bosnian 

Bulgarian 

Burmese 

Cantonese 

Catalan 

Chaldean 

Chaochow 

Chavacano 

CherokeeChin 

Chuukese 

Cree 

Croatian 

Czech 

Danish 

Dari 

Dinka 

Diula 

Dutch 

Estonian 

Ewe 

Farsi (Persian) 

Fijian Hindi 

Finnish 

Flemish 

French 

Canadian 

Fukienese 

Fula 

Fulani 

Fuzhou 

Ga 

Gaddang 

Gaelic 

Garre 

Georgian 

German 

Greek 

Gujarati 

Haitian Creole 

Hakka 

Hakka – China 

Hassaniyya 

Hebrew 

Hindi 

Hmong 

Hokkien 

Hunanese 

Hungarian 

Ibanag 

Ibo 

Icelandic 

Igbo 

Ilocano 

Indonesian 

Inuktitut 

Italian 

Jakartanese 

Japanese 

Javanese 

Kanjobal 

Karen 

Kashmiri 

Kazakh 

Khmer  

(Cambodian) 

Kinyarwanda 

Kirghiz 

Kirundi 

Korean 

Kosovan 

Krio 

Kurdish 

Kurmanji 

Laotian 

Latvian 

Lingala 

Lithuanian 

Luganda 

Luo 

Luxembourgeoi 

Maay 

Macedonian 

Malagasy 

Malay 

Malayalam 

Maltese 

Mam 

Mandarin 

Mandingo 

Mandinka 

Maninka 

Marathi 

Marshallese 

Mexican Sign 
Language 

Mien 

Mina 

Mirpuri 

Mixteco 

Moldavan 

Mongolian 

Montenegrin 

Moroccan  

Arabic 

Navajo 

Neapolitan 

Nepali 

Nigerian  

Pidgin English 

Norwegian 

Nuer 

Oromo 

Pahari 

Pampangan 

Pangasinan 

Pashto 

Patois 

Pidgin English 

Polish 

Portuguese 

Creole 

Pothwari 

Pulaar 

Punjabi 

Putian 

Quichua 

Romani 

Romanian 

Russian 

Samoan 

Sango 

Serbian 

Shanghainese 

Sichuan 

Sicilian 

Sinhalese 

Sindhi 

Slovak 

Slovenian 

Somali 

Soninke 

Sorani 

Spanish 

Sudanese Arabic 

Sundanese 

Susu 

Swahili 

Swedish 

Sylhetti 

Tagalog 

Taiwanese 

Tajik 

Tamil 

Telugu 

Thai 

Tibetan 

Tigre 

Tigrinya 

Toishanese 

Tongan 

Tshiluba 

Turkish 

Twi 

Ukrainian 

Urdu 

Uyghur 

Uzbek 

Vietnamese 

Visayan 

Vlach 

Wenzhou 

Wolof 

Yiddish 

Yoruba 

Yupik 

Zapotec 
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Specifications 

 

 

 

 

 

 

 

 

 

 

 

 

Task 1 – Translation of Written Documents and Materials 
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Document Translations Overview 

 

To ensure the accuracy of all translations, each project is assigned a project manager, a professional translator, and 

a proofreader/editor. 

 

The project manager oversees a job from start to finish, guaranteeing a smooth and timely completion of each 

project.  The translator and proofreader work in tandem to provide a 99.9% error free translation.  The team is 

required to translate in a clear and concise manner, matching the layout, format, margins and font size of the 

original document. Hanna currently has staff monitoring and fulfilling requests 24 hours a day, 7 days a week. 

 

Hanna utilizes a translation management system to automate project and workflow setup, job assignment, and 

deadline calculation.  The system gives our human translators access to real-time previews, spell check, 40+ quality 

check algorithms, find and replace, annotations and messaging, bookmarks, “who changed what” tracking, 

dictionaries, and translation memories.  But despite our cutting-edge technology, all translations and editing are 

performed by human translators. 

 

Average turnaround times on document translations are 48 to 72 hours.   
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Data Collection Infrastructure 

In addition to on-demand access to reporting and financial data, Hanna and its technology partners offer our 

translation clients REST API.  

REST API 

Representational state transfer is a software architectural style that defines a set of constraints to be used for 

creating Web services. Web services that conform to the REST architectural style, called RESTful Web services, 

provide interoperability between computer systems on the Internet. 

Through REST API, Hanna is able to sync our systems with our clients’ systems, allowing us to automate processes 

and avoid human involvement in repetitive tasks. 

Translation Memory 

Translation memory (TM) reuses past translations to improve translation productivity.  It works by splitting text 

into short segments and storing their translations in a database. Whenever a segment is repeated, the translator 

can reuse a fitting previous translation, or sometimes paste a translation of a similar segment with minor edits. 

Compared to machine translation, translation memory relies on actual human translations, which are most often 

quite accurate and contain the right terminology. 

Translation Glossary 

Hanna can not only import translation glossaries, we can help our clients build them as well.  Glossaries, also 

referred to as terminology bases or term bases, are structured dictionaries of terms with their translations into one 

or more languages. When used together with CAT tools, glossaries allow organizations to keep their terminology 

consistent across their content. 
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Document Translation Workflow 

 

• Jobs are received via encrypted email, fax, or 
Online Customer Portal.

Receive 
translation 
request.

• The Project Manager oversees a job from start to 
finish, guaranteeing a smooth and timely completion 
of each project.

Assign Project 
Manager

• Vendors are assigned based on their technical 
specialization, experience, and education.Assign Translator 

& Proofreader

• The translator and proofreader work in tandem until 
a consensus is reached.  Vendors have access to 
real-time previews, spell check, 40+ quality check 
algorithms, find and replace, annotations and 
messaging, bookmarks, “who changed what” 
tracking, dictionaries, and translation memories. 

Editing Phase

• The Project Manager finalizes the document to 
ensure it is done in a clear and concise manner, 
matching the layout, format, margins and font 
size of the original document.

Final Review

• Upon submission, clients may review the document 
and request edits until 100% satsified.

Submission & 
Client Edits

• Upon completion of a project, the job is rated 
using XTRF's Feedback Tab, Client Satisfaction 
Tab, and Job Evaluation Tab (See Section 1.3 
above).

Client Feedback 
Forms
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Method for Requesting Document Translations 

Clients can submit a document translation project using our secure online scheduling system, XTRF. Our online 

system can be accessed 24 hours a day using the requester’s unique credentials.  Screenshots of the step-by-step 

process can be found on the following pages. 

 

Step 1: Sign In – Visit https://hannais.s.xtrf.us/customers and enter your credentials. 

 

 

 

Step 2: Dashboard Screen – Select ‘Request a Project’ in the top right of the screen. 

 

 

https://hannais.s.xtrf.us/customers
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Step 3: Basic Information – Provide us with the details of the project. 

 

 

Step 4: Source Materials – Upload the project file to XTRF. 
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Step 5: Estimations – The portal provides a rough estimate of the source document’s total word count. 

 

 

Step 6: Summary – View a project summary and provide any Client Notes. 
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Task 2 – Live Interpretation During Planned Events 
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Prescheduled Interpretation Overview 
 

Hanna takes pride in never allowing our clients’ customers to go without the help they need.  Our top priority is to 

fulfill every job request received, no matter how unusual the language or how complex the situation. 

 

Hanna has had an unprecedented 99.9% fulfillment rate for pre-scheduled interpretation.  Virtually all language 

service requests have not only been accepted, but Hanna has successfully provided a linguist nearly 100% of the 

time one has been confirmed. 

 

Our commitment to this philosophy is so great that Hanna would rather take a monetary loss on a request rather 

than cancel it.   Hanna stands alone in its quest for fulfillment perfection. 

 

Hanna’s excellent fulfillment rate is a product of our relentless linguist recruitment process and our meticulous 

quality assurance procedures. 

 

Hanna employs a Recruitment Department whose sole purpose is to recruit linguists all across the United States of 

America.  As a result, we have built a roster of nearly 7,000 linguists in over 200 languages, covering specializations 

such as medical, educational, legal, mental health, and medical interpretation and translations.  Such a vast roster 

helps guarantee that a linguist will be available to assist nearly 100% of the time.  

 

Our Meticulous Process 

 

All pre-scheduled interpreters are required to give both a verbal and written confirmation that they are available 

for an assignment and that they will appear 15 minutes prior to the start time. 

 

Once the interpreter is assigned to a job, he/she receives an automated 48-hour email reminder of the job.  The 

email reminder is then followed by an automated 24-hour text reminder, in which interpreters must respond and 

reconfirm that they will be attending the appointment. Hanna has dedicated staff monitoring these confirmations 

to ensure all jobs have been reconfirmed prior to the assignment. 

 

 

  

St
ep

 1 Verbal 

Confirmation St
ep

 2 Online

Registration St
ep

 3 48 Hour

Email Reminder St
ep

 4 24 Hour

Text Reconfirmation
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Unrivaled Customer Service 

Hanna’s Customer Service Philosophy 

Hanna Interpreting Services is committed to our clients and the limited English-speaking public that we serve. To 

honor this commitment, Hanna Interpreting Services pledges to maintain the following values and standards in 

serving our valued clients:  

• Build the foundation of our company on values and character. 

• Treat clients and vendors with dignity, respect, and courtesy.  

• Listen earnestly and objectively to the needs of the client.  

• Respond to clients in a timely, efficient and responsible manner.  

• Respond to clients with accurate and complete information.  

• Utilize all assets available to ensure clients are satisfied with their experience. 

• Work as a unified team to improve service and problem-solving for clients.  

• Solicit feedback from clients on improving programs and services.  

Responsiveness 

We have fast and friendly customer service available by email or telephone 24 hours per day, 7 days per week. 

Hanna was proudly awarded the ‘Best of’ for Language Services 5 years in a row. 

• Immediate Confirmation - Our staff is trained to reply and confirm a job within one hour of receiving a job 

request.  We know that our clients have better things to do than worry about whether or not a linguist 

will be available to assist.  We therefore confirm jobs as soon as possible. 

• In-Person Interpreter Scheduling Assistance - Our bilingual staff is available to assist clients when trying to 

reach their participants by phone.  Clients can conference call our bilingual staff and the non-English to 

easily coordinate an appointment time and location that works for all parties. 

• Short Notice Requests - We understand that there may be times when an urgent need arises and we give 

these requests our immediate attention.  Same day services are available, with linguists often available 

within the hour. 

Customer Service Escalation 

Hanna’s executive team is available in person, by telephone, or by email if and when a customer service issue is 

escalated. If an interpreter or translator does not meet the standards our clients come to expect of our linguists, 

the service will be free of charge.  In addition, if a job is on-going when the complaint is made, Hanna will 

immediately remove and replace the linguist. Where appropriate, Hanna is willing to inactive any linguist from our 

roster upon a valid customer complaint. 
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Pre-scheduled Interpretation Workflow 

 

  

•Pre-scheduled requests can be 
submitted via our Online Customer 
Portal.

Receive 
interpreting 

request.

•All requests are reviewed by a live 
person to ensure dates, times, and 
locations have been entered correctly.

Quality Assurance 
Review

•Our automated scheduling process 
assigns the most qualified available 
interpreter. The interpreter is required 
to give a verbal confirmation of their 
availability as well as register online.

Assign Interpreter

•All assignments are reviewed by a live 
person to ensure the most qualified 
interpreter has been scheduled for the 
job.

Quality Assurance 
Review

•The interpreter receives an email 
reminder including the date, time, and 
location or video link of the upcoming 
job.

48-Hour Email 
Reminder

•The interpreter receives a text reminder 
requiring a reconfirmation of the job. A 
live person reviews the confirmations to 
ensure all interpreters have 
reregistered.

24-Hour Text 
Reminder

•A live person reviews the job times and 
feedback notes submitted by the client.

Client Feedback 
Forms
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Method for Requesting Pre-scheduled Interpretation 

Clients can schedule an interpreter using our simple and secure online scheduling system.  The online system can 

be accessed 24 hours a day using the requester’s unique credentials. 

  

Screenshots of the step-by-step process can be found on the following pages: 

 

Step 1: Sign In – Visit http://hannais.interpreterintelligence.com and enter your credentials. 

 

 

Step 2: Click the blue ‘Create New Booking’ button on the dashboard. 

 

  

http://hannais.interpreterintelligence.com/
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Step 3: Enter the appointment details and submit. Requesters can use the Interpretation Type drop-down to 

toggle the request quickly and easily from “Face to Face,” “Pre-scheduled Video,” and “Telephone” interpreting. 
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Task 3 – Call-in Language Support for City Staff 
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Telephone Interpreting Overview 

On-Demand Phone Interpreting in Seconds 

From the moment you place a request with a Hanna operator, we immediately begin connecting you with a 

professional interpreter. Hanna interpreters handle calls 24 hours a day, 7 days a week, so we’re always here when 

you need us. 

 

 

Why Choose Hanna? 

When you contract with Hanna, you get quality service. A few of the reasons so many companies choose Hanna for 

their telephone translation services: 

• Exceptional customer satisfaction 

• Competitive rates 

• HIPAA compliant, Safe Harbor certified, and 
Joint Commission complaint 

• On-demand services 24/7/365 

• Free, customized reporting and detailed call 
analytics 

• Professional interpreters with industry-
specific expertise 

 

Leaders in Interpreting 

Hanna contracts exclusively with experienced, professional interpreters. Our 

extensive interpreter credentialing process enables us to work with the highest 

quality interpreters in the world and ensures our interpreters are skilled subject-

matter experts. 

Our professional interpreters’ knowledge of industry-specific vocabulary ensures 

precise use of language, minimizing call times and reducing the potential for liability. 
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Telephone Interpretation Workflow 

 

•Jobs are received via telephone 
on our toll-free phone number.Receive telephone call

•The operator will collect the job details and 
customizable billing information from the 
requester.

Obtain job details

•The system autodials all of the 
available interpreters in the chosen 
language, often connecting to an 
interpreter before the job details are 
completely gathered.

Connect Interpreter

•At the end of a call, the caller will be 
prompted to complete a quick survey and 
rate their telephone interpreting 
experience.

Client Feedback Survey



 

 25 

 

Method for Requesting Telephone Interpretation 

Clients are able to reach our call center 24 hours a day, 7 days a week.  A live operator will be available to connect 

you to an interpreter at any time. 
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Technological Infrastructure & Call Capacity 

Proprietary Telephony System 

In order to provide enhanced service delivery when providing over-the-phone interpreting, Hanna has leveraged 

technology in the following ways: 

• We have selected technology partners that allow us to customize and fine-tune our delivery system.  

• The only equipment needed to access our OPI services is a touch-tone telephone. 

• Hanna owns and operates its own telephone system, which uses an internal SIP-based IP PBX platform that 

integrates our ACD and multichannel queuing, voicemail, unified messaging, agent screen capture, and call 

recording.  

• We customized an interface that blends both phone and order entry applications to seamlessly and quickly 

gather information for billing purposes, and to immediately connect an interpreter in the correct language.  

• In the summer of 2011, we implemented an upgrade to our proprietary system, which revolutionized our 

system—accelerating speed of answer and connection time.  

o Once our customer service representative (CSR) enters the language our customer needs into 

the system, the system autodials all available interpreters in the chosen language. The 

interpreter is able to accept the call, often before our CSR has finished gathering the customized 

billing data. 

 

Call Capacity 

Hanna has invested in proprietary blended applications that ensure the fastest connection times, most detailed 

analytics, and highest security available.  Hanna’s Interpreter Services Office monitors banded call reports daily, 

breaking down call volumes by time of day, day of week, and language.  

• At any given time, we have approximately 25% more interpreters on call than anticipated call volume 

requires.  

We can easily accommodate large spikes in call volume and can respond within seconds to the need for additional 

staffing and resources, without affecting the speed or cost of services. 

  



 

 27 

Minimum Requirements 

In addition to the information found throughout this proposal, the following Sample Client List, Sample Event List, 

Sample Translation, and Client Feedback Letter demonstrates Hanna’s qualifications and experience to meet the 

minimum requirements set forth in RFP 10089868-22-V. 

 

Sample Client List 

 

Client Name 
Start 

Date 

Renewal 

Date 

End 

Date 
Types of Service 

California Department of Motor Vehicles 2015 2020 Present Interpretation, Translation 

California Department of Public Health 2020 - Present Interpretation, Translation 

California Dept of Social Services 2017 2019 Present Interpretation, Translation 

California Office of Administrative Hearings 2015 2018 Present Interpretation, Translation 

County of Alameda 2021  Present Interpretation, Translation 

County of Imperial County 2020 - Present Interpretation, Translation 

County of Kern 2020 - Present Interpretation, Translation 

County of Placer 2020 - Present Interpretation, Translation 

County of Riverside 2015 2021 Present Interpretation, Translation 

County of Sacramento 2014 2020 Present Interpretation, Translation 

County of San Bernardino 2015 2019 Present Interpretation, Translation 

County of San Diego 2018 - Present Interpretation, Translation 

County of San Mateo 2017 - Present Interpretation, Translation 

County of Santa Cruz 2017 - Present Interpretation, Translation 
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Sample Event List 

Hanna has provided simultaneous interpretation and headset equipment rentals to several thousand conferences, 

meetings, classes, and events. And since becoming San Diego County’s official Language Services Provider in 

October 2018, we also have been trusted to provide the County with simultaneous interpretation and 

equipment rentals for more than 200 events, including the following sample: 

 

San Diego County Department Audience Location 

San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 

San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

HIV Planning Group HPG Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

Truax Ceremony HPG San Diego LGBT Community Center 
3909 Centre Street, San Diego, CA 
92103 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

NMSEC Meeting Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

Public Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

Public Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

CARE Partnership 
Committee 

Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 
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San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

HIV Planning Group HPG Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

NMSEC Meeting Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

Membership Committee Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

Priority Setting 
Committee 

Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

HIV Consumer 
Committee 

Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

Needs Assessment 
Committee 

Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

CARE Partnership 
Committee 

UCSD MCAP 
4076 Third Ave Ste 301, San Diego, 
CA 92103  

San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 

San Diego County 
Health and Human Services Agency 
Public Health Services 
CA Children Services 

Public California Avenue School 
215 West California Avenue, Vista, 
CA, 92083 
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San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

NMSEC Meeting Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

Priority Setting 
Committee 

Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

CARE Partnership 
Committee 

Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

HIV Consumer 
Committee 

Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 

San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

Needs Assessment 
Committee 

Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

Public Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

NMSEC Meeting Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

Priority Setting 
Committee 

Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 
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San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

Needs Assessment 
Committee 

Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 

San Diego County 
Helth and Human Services Agency 
Admin Dept. 
Office of Border Health 

2019 Annual Vector-
Borne & Zoonotic 
Disease Meeting 

Health Services Complex 
3851 Rosecrans Street, San Diego, 
CA 92110 

San Diego County 
Health and Human Services Agency 
Children's Services 
Child Welfare Services 

Public County of San Diego HHSA 
8965 Balboa Ave, San Diego, CA 
92123 

San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 

San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

Needs Assessment 
Committee 

Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Health and Human Services Agency 
Public Health Services 
CA Children Services 

Public El Cajon MTU 
Sevick Education Center 
1609 E. Madison Ave, El Cajon, CA 
92019 

San Diego County 
Health and Human Services Agency 
Public Health Services 
HPG Planning Group  

Needs Assessment 
Committee  

Rosecrans - County Health Services 
3851 Rosecrans St., San Diego, CA 
92110 

San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 
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San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 

San Diego County 
Health and Human Services Agency 
Public Health Services 
CA Children Services 

Public San Diego South MTU 
Kimbrough Elementary School 
321 Hoitt St, San Diego, CA 92102 

San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 

San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 

San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 

San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 

San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 

San Diego County 
Health and Human Services Agency 
Public Health Services 
CA Children Services 

Public Chula Vista MTU 
Greg Rogers School WEST 
510 E. Naples St, Chula Vista, CA 
91911 

San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 

San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 

San Diego County 
Land Use and Environment Group 
Air Pollution Control District 
Community Air Protection 

Public Planning Group Perkins Elementary 
1770 Main St, San Diego, CA 92113 
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Sample Translation (Arabic) 
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Sample Translation (Vietnamese) 
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Sample Translation (Chinese) 
 

 
有关更多信息， 请访问covid19.ca.gov/或致电(833) 422- 4255。  

加洲的 COVID- 19测试 

您需要知道的 

加洲的 COVID-19测试 

谁能被测试？ 

任何有感染风险的人都可以被测试，包括有症状的人，必需的工作者， 

教育工作者以及与该病毒患者有密切接触的人。 

要多少钱？ 

医疗必要的测试没有自付费用。测试提供者将直接向您的保险收费。 

如果您没有保险，州政府将为您的测试付费。 

• 因感染了 COVID-19 或在患病者附近而无法工作， 

可以申请残疾保险（DI）如有医疗提供者发出的信。 

• 因正在照顾患病或隔离的 COVID-19 的家人而无法工作， 

可以申请带薪家庭假（PFL），以弥补工资损失。 

他们必须有医疗提供发出的信。 

在哪里可以测试？ 

大部分社区有测试,有些地区还有移动测试站点。要进行测试， 

请与您的医疗提供者联系，或到加州测试伙伴 OptumServe，

https://lhi.care/covidtesting 或（888）634-1123 注册测试。 

 

找到您当地卫生局：https://covid19.ca.gov/get -local-information/ 

或致电（833）422-4255 或 211。或找本地测试站点：

https://covid19.ca.gov/get -tested/。 

如果我没有身份怎么办？ 

如果您拒绝分享您的移民身份，您不会被拒於门外。 

COVID-19 

冠状病毒病症状 

COVID-19的症状 

包括： 

• 发烧或发冷 

• 咳嗽 

• 呼吸急促或呼吸 

困难 

• 疲劳 

• 肌肉或身体酸痛 

• 头痛 

• 新丧失的味觉或 

嗅觉 

• 喉咙痛 

• 鼻塞或流鼻涕 

• 恶心或呕吐 

• 腹泻 

2021年    月    日 © 2021， 加州公共卫生局。  



 

 36 

Sample Client Feedback Letter  

 

 

 

5/12/2020 Hanna Interpreting Services LLC Mail - Thank You from Sacramento County Elections 
 

 

 
 

Hanna Interpreting (Translations) <translations@hannais.com> 

 
 

Thank You from Sacramento County Elections 
1 message 

Bailey. Courtney <baileyc@saccounty.net> Thu, Apr 2, 2020 at 8:36 AM 

To: "translations@hannais.com" <translations@hannais.com> 

Cc: "Nguyen. Hang" <nguyenha@saccounty.net>,  

 

Dear Annett Cota, 

 

 
I wanted to take this opportunity to thank you and your team for the amazing work you have done 
on behalf of Sacramento County Elections. 

 

 
Our Project Manager, Kathryn Nelson, has been absolutely superb. Ms. Nelson's flexibility, 
responsiveness, communication, and thoughtfulness was much appreciated over the last few months, 
while we worked on the Presidential Primary Election, the largest election that Sacramento County has 
conducted. In elections, we have strict deadlines and our turnaround time for translations is very 
tight. Ms. Nelson has always made sure to meet those deadlines and provide us with constant 
communication on the status of outstanding items. She is also very responsive to Sacramento 
County's needs, working with your team of translators for preferences and font requests specific to 
Sacramento County. 

 

 
We look forward to our continued partnership with Hanna and thank you for all of the hard work. I am 
grateful for the accuracy and timeliness of the work produced by 

Hanna. 

 
 

I hope you all stay safe and healthy during these trying times. 

 
 

In Partnership, 

 
 

Courtney Bailey-Kanelos 

Registrar of Voters County of 

Sacramento 7000 65th 

Street, Suite A Sacramento, 

CA 95823 
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Required Technology 

 

Online Service Portals 

For a description of our Online Service Portals, please the Specifications Section on page XYZ. 

 

Live Interpretation Equipment 

Our interpretation systems provide all the features professional interpreters are looking for to perform at the 

highest level, regardless of the setting. 

 

The systems supply complete independent sound quality and volume controls. Full 'Relay" capabilities with ultra-

quiet soft-touch button controls. This system offers seamless scalability to add unlimited languages and over 5,000 

headsets easily and efficiently.  

 

• Wired or wireless transmitter/microphone are used by the interpreters to transmit audio. Each 

transmitter is easily tuned to a unique frequency corresponding with the desired language, with a range 

of 500 to 1000 feet.  

 

• The audience uses multi-channel receivers with comfortable dual headsets to tune into the language of 

their choosing. Each user has control of their volume levels. 
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Project Team 

 

Key Staff 

Jennifer Hanna, Chief Executive Officer 

As founder and CEO of Hanna Interpreting Services, Jennifer expertise in all aspects of the business.  Jennifer has 

been in the language service industry for more than 30 years as an interpreter and translator.  Having also owned 

six successful small businesses in California since 1980, Jennifer is and has been a community leader, providing 

employment to Californians for decades. 

Jennifer’s extensive experience as a linguist and her proven track record in business led to her to carve her own 

niche in the language services industry.  Jennifer earned her bachelor’s degree in Business Administration from the 

University of Baghdad and is fluent in English, Arabic, and Aramaic. 

 

Tom Elias, Esq., President 

Tom serves as President and In-House Counsel for Hanna Interpreting Services.  A member of the California State 

Bar Association, Tom earned his Juris Doctor degree from California Western School of Law.  He also has a 

bachelor’s degree in Business Administration, graduating from the University of San Diego at the top of his class. 

Tom has experience working within the United States District Court, the Social Security Administration, and public 

interest law firms, providing pro bono legal services to victims of human and civil rights violations. Tom shifted his 

focus back to the private sector in 2010 to help form Hanna Interpreting Services LLC.  Having spent time on both 

ends of the spectrum—as a public servant and as a public advocate—Tom brings a unique perspective to the 

company that ensures the highest level of services are being offered to our clients and those they serve.  
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Support Staff 

With over 40 years of combined experience in the language industry, we have extensive expertise providing in-

person, telephonic, and video-remote interpretation, as well as document translations.  Our staff of 54 full-time 

employees administer the project management, recruitment, acquisition, background checking, on-boarding, 

certification and scheduling of independent linguists to meet the many requirements of our diverse client base. 

 

Kathryn Nelson, PMP, Operations Manager 

Kathryn Nelson, a Project Management Professional (PMP) specialist in operations and multimedia, will be the 

Point of Contact for the City of San Diego.  Kathryn has been with Hanna for 3 years and has more than 10 years in 

operations in fast paced media and corporate environments. 

 

In July 2020, the company was contacted by the California Department of Public Health (CDPH) to implement an 

emergency contract. CDPH posed a shocking question: Can you help us translate nearly 2,000,000 words in less 

than a month? Most language services companies might be intimidated by this question, but Kathryn and her team 

knew they could handle it. The Hanna team immediately got to work. Kathryn helped orchestrate the project 

coordinators and hundreds of translators, proofreaders and desktop publishing specialists to turn those projects in 

on time. An amazing turnaround time for an enormous project! 
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Linguists 

Hanna employs a Recruitment Department whose sole purpose is to recruit linguists across the United States of 

America.  As a result, we have built a roster of over 7,000 linguists in over 200 languages, covering specializations 

such as educational, medical, legal, government, and social services.  100% of qualified personnel will be available 

for IEHP assignments. 

Hanna receives applications from hundreds of linguists each day, with over 3,000 résumés pending review in our 

database.  In addition to applications and résumés, recruiters use various methods to source candidates, such as 

searching internal and external databases, networking, and referrals. Our vast resources allow us to scale at ease. 

Certifications 

Hanna prioritizes working with professional linguists who hold nationally recognized certifications through 

organizations that include:  

• Certification Commission for Healthcare Interpreters (CCHI)    

• National Board of Certification for Medical Interpreters (NBCMI)   

• Registry of Interpreters for the Deaf (RID)      

• American Translators Association (ATA)      

• Administrative Office of the U.S. Courts 

Qualifications 

Linguists provided by Hanna are required to have the following qualifications at minimum: 

• Completion of Hanna Interpreting Services’ Credentialing Program, which includes: 

o One-on-one interview conducted to verify language ability and experience. 

o Linguist résumés and translation work samples are vetted and kept on file. 

o Linguist references contacted to verify language ability and experience. 

o Written and verbal testing. 

o Vendor Service Agreement executed. 

• 2 Years relevant interpreting or translating experience required. 

• Native-like proficiency in all working languages. 

• High-School Diploma or equivalent. 

• Participation in annual training. 

• Possession of valid certification or registration, if mandated by the assignment type. 

• Criminal Background Check Procedure cleared upon onboarding and annually thereafter. 

• Regulatory Exclusion Screening upon onboarding and monthly thereafter. 

• Monthly and annual reviews of linguists conducted. 
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Testing 

Hanna offers comprehensive testing in languages comprising of 99.98% of our monthly request volume.  Written 

and oral testing not only covers language fluency in both English and the target language, but also requires 

interpreters to display proficiency in the following areas: 

• Industry-specific terminology 

• Memory retention skills; 

• Message accuracy; 

• Interpreting in the first person; 

• Maintaining neutrality; 

• Cultural competency; and 

• Adherence to HIPAA, the National Code of Ethics for Interpreters, and the National Standards of Practice 

and Cultural Competence. 

Testing confirms the interpreter is able to grasp sociolinguistic and cultural references and possess the ability to 

accurately interpret almost all forms and styles of speech pertinent to professional needs as well as general topics and 

social conversation. Additionally, the interpreter must be able to manage the delivery, speed, and length of the 

statement (projection, pace, and pausing) of the speaker.  

 

Training 

 

Language interpretation — whether spoken or written — requires specialized skills that can take years to be 

developed to a professional level, and much can go wrong when an inexperienced bilingual speaker is used to 

interpret instead of a trained, professional interpreter. One of the many advantages of using our independent 

contractor model is that we are not encumbered by the limitations of needing to hire bilingual speakers and then 

quickly provide in-house training on how to interpret. Many interpreting companies try to keep costs low by crash 

training bilingual speakers to conduct the work of a professional that simply can’t be developed during condensed 

training courses. 

In contrast, we utilize highly qualified, professional interpreters with at least two years of confirmed experience. 

This ensures our interpreters are not learning the skills of interpreting while servicing jobs — they are already fully 

trained subject-matter experts with advanced levels of interpreting proficiency by the point at which we contract 

with them. 
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Background Check Procedures 

Upon onboarding, and annually thereafter, all Hanna staff and linguists must undergo a criminal background check.  

Background checks are conducted by the Department of Justice (through our partnership with the County of San 

Bernardino) and/or Checkr, Inc., a company accredited by the Background Screening Credentialing Council (BSCC), 

as recognized by the National Association of Professional Background Screeners (NAPBS).  A negative report will 

result in an immediate removal from our roster.  Staff and linguists are screened for the following: 

 

- Identity Verification - Social Security Number (SSN) verification is the most efficient way to verify an 

applicant’s identity. If an identity cannot be verified, the system alerts the applicant to request additional 

documentation. 

- Sex Offender Registry Check - A thorough background check should include a Sex Offender Registry Check. We 

search registries for every state. The data returned includes date of registration and current status. 

- National Criminal Records Check - This check scours over 30 million records. It is an excellent ‘lead source’ for 

records to be searched at the county level because it reveals summary case information. It must be run 

concurrent with the county criminal records search. 

- County Criminal Records Check - We perform direct searches of county court records for different industries 

and companies of all sizes. This search is part of the baseline for establishing due diligence. Results include 

felony and misdemeanor criminal cases as well as, charges, disposition, dates and sentencing information. 

- Global Watchlist Check - This check searches known domestic and international terrorist watch lists as well as 

the records of the Office of Inspector General (OIG), Excluded Parties List (EPL) and additional domestic and 

international agency lists. 

- Subsequent Arrest Notification - This check notifies us of any subsequent arrest after the initial screening is 

run. 

 

Regulatory Exclusion Monitoring Policy 

Upon onboarding and monthly thereafter, Hanna conducts regulatory exclusion screening of all board members, 

employees, temporary employees, volunteers/interns, and downstream entities against The Department of Health 

& Human Services (DHHS), Office of Inspector General (OIG), List of Excluded Individuals and Entities (LEIE), 

General Services Administration (GSA), Excluded Parties Lists System (EPLS), System of Award Management (SAM), 

California Department of Health Care Services (DHCS), Medi-Cal Suspended and Ineligible Provider List, and the 

CMS Preclusion List .  If any exclusion is identified, the individual or entity will be removed immediately and the 

First Tier Entity will be notified. 
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Company Certifications and Affiliations 

 

 

 

Better Business Bureau 

A+ Rating 

 

 

 

 

 

DGS California Small Business Certified 

Supplier # 1769257 

 

 

 

 

 

Metro Disadvantaged 

Business Enterprise Certified (DBE) 

Supplier # 6452 

 

 

 

 

 

Metro Minority 

Business Enterprise Certified (MBE) 

Supplier # 6452 

 

 

 

 

 

 

Metro Woman-Owned 

Business Enterprise Certified (WBE) 

Supplier # 6452 
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American Translators Association 

 

 

 
 

California Healthcare Interpreting Association 

 
Registry of Interpreters for the Deaf 

 

 

 
 

Certification Commission for Healthcare 

Interpreters 

 

 
 

Northern California Translators Association 

 
 

National Council on Interpreting in Health Care 

 
 

Globalization and Localization Association 

 
National Board of Certification for Medical 

Interpreters 
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