
CIVIL SERVICE COMMISSION 

CITY AND COUNTY OF SAN FRANCISCO 
 
CIVIL SERVICE COMMISSION REPORT TRANSMITTAL (FORM 22) 

 
Refer to Civil Service Commission Procedure for Staff - Submission of 
Written Reports for Instructions on Completing and Processing this Form 
 

1. Civil Service Commission Register Number:                    -                   -                  

2. For Civil Service Commission Meeting of:  July 21st, 2025                                                            

3. Check One:  X Ratification Agenda                   

Consent Agenda                   

Regular Agenda                    

Human Resources Directors Report                  

4. Subject: Review of Request of Approval of Proposed Personal Services Contracts  

 

5. Recommendation: Review & Approve  

 

6. Report prepared by:     DHR on Behalf of CSC          Telephone number:                       

7. Notifications:  (Attach a list of the person(s) to be notified in the format described in 
IV. Commission Report Format -A). 

 
8. Reviewed and approved for Civil Service Commission Agenda: 

Human Resources Director:                                           

  Date:                                           

9. Submit the original time-stamped copy of this form and person(s) to be notified  
(see Item 7 above) along with the required copies of the report to: 

 
Executive Officer 
Civil Service Commission 
25 Van Ness Avenue, Suite 720 
San Francisco, CA 94102 

 
10. Receipt-stamp this form in the ΑCSC RECEIPT STAMP≅ 

box to the right using the time-stamp in the CSC Office. 
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CSC-22  (11/97) 
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PSC Requests Scheduled for Hearing - 7/21/2025

PSC Number Department Approval
Type

New Amount Cumulative
Amount

Description New
Duration

Cumulative
Duration

Hearing
Date

Dept. PSC
Coordinator

DHRPSC0005439
- v0.01

DPH New $9,000,000.00 $9,000,000.00

Contractor(s) must provide pick up/drop off and 
processing to clean and disinfect a high volume of 
soiled hospital laundry seven days per week, 
including holidays, for Laguna Honda Hospital (LHH) 
and Zuckerberg San Francisco General Hospital 
(ZSFGH) to enable compliance with Title 22 of the 
State of California Department of Health Code of 
Regulations, San Francisco Department of Public 
Health Infection Control Policies, and Joint 
Commission (accreditation) requirements.

24 24
2025-
07-21
14:00:00

Reanna
Albert

DHRPSC0005352
- v0.01

HSS New $502,000.00 $502,000.00

Request for Proposal (RFP) for Off-site Professional 
Call-Center for the San Francisco Health Service 
System Member Health Benefits Services Unit during 
annual Open Enrollment period.

18 18
2025-
07-21
14:00:00

Iftikhar
Hussain

TOTALS: $9,502,000.00 $9,502,000.00

Department Summary

Department New
Count

Amendment
Count

Total New
Amount

Total Cumulative
Amount

DPH 1 0 $9,000,000.00 $9,000,000.00

HSS 1 0 $502,000.00 $502,000.00

Column
Total

2 0 $9,502,000.00 $9,502,000.00

Generated on: 7/3/2025, 3:25:25 PM by Suzanne Choi



PSC Requests Scheduled for Hearing - 7/21/2025

PSC Number Department Approval
Type

New Amount Cumulative
Amount

Description New
Duration

Cumulative
Duration

Hearing
Date

Dept. PSC
Coordinator

DHRPSC0002245
- v2.01 ADM Amendment $8,330,000.00 $19,580,000.00

Contractor shall provide shuttle bus services for 
members of the public and various City 
departments including the District Attorney's 
Office (DA), Department of Public Health (DPH), 
and Recreation and Park Department (RPD). The 
shuttle buses must be available on a scheduled-
time basis and on as-needed basis, particularly 
where the use of public transportation is not a 
viable option such as during peak commute, early 
morning and late evening hours when the use of 
public transportation can be challenging. 
Additionally, Shuttle bus drivers must be able to 
assist passengers with boarding and offboarding, as 
well as the loading of any personal items with 
which they require assistance.

24 114
2025-
07-21
14:00:00

Lynn Khaw

TOTALS: $8,330,000.00 $19,580,000.00

Department Summary

Department New
Count

Amendment
Count

Total New
Amount

Total Cumulative
Amount

ADM 0 1 $8,330,000.00 $19,580,000.00

Column
Total

0 1 $8,330,000.00 $19,580,000.00

Generated on: 7/3/2025, 3:26:02 PM by Suzanne Choi
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UZ\�ÂWQZ[�HWTTQRRQWZ�vUbbXS\Q[U[QWZw�XSk̂QXSTSZ[R̀

Ãz���|���̈��©��ÄNWZSÄ�Ä�NWZS�lSVSb[S\

�x��Ã{���������z�̈�©

������������������

lSXhQbS�]WX�fPQbP�HQ[e�VUbcR�[PS�ZSbSRRUXe�]UbQVQ[QSRÁSk̂QdTSZ[

�

nS]OKLlpÅs¿opÆÇÈSf_ªf fªlP]ÈeÉWhªMN

Page 12



��������	
���
��	

	

�������������	

�������	��� !"�#	$%�	��&���	'%���	'%#(!)�*	+	,�"-��.��&	���	/���"!#"%	0�����*	'%#(!)�*	

1���	234	56574	8966(:	;	8985(:	

	

	

<=
�>		�?�
�@	A�BC�D	

�E��F�E<	F�FG�>		����	H�IH	��JD�K���?�
L�	 ��E<�	<EM>	

E�N=<�O=F�E<>		����	H�IH	 �
=�G>	P?�
�@MQ�BC�DRK�
SH�IHMTD�	

<=
�>			�U?S�B�V	W?BCKT�	

�E��F�E<	F�FG�>			��JS�V	�EE	?�	O�XN	 ��E<�	<E>		

E�N=<�O=F�E<>		���		 �
=�G>	BU?S�B�VMY?BCKT�RKZPJUMTD�	

<=
�>		
V	G?�	�T	<�SV��	

�E��F�E<	F�FG�[		
?�?��D	TZ	�T��D?B�S?@	�D�\=]?DP̂	�T_J@
?�B�	
?�P	FD?
�
��	��DL
B�K	

��E<�	<EM>	

E�N=<�O=F�E<>		���	ASK
��KK	EZZ
B�	 �
=�G>		_V@?�PTM��SV��RKZPJUMTD�	

<=
�>		=���@?	G?̀?D
BU	

�E��F�E<	F�FG�>		
?�?��D	�a	 ��E<�	<EM>	

E�N=<�O=F�E<>		���̂	G?�S?�?	�T�P?	�TKJ
�?@	 �
=�G>	?���@?M@?̀?D
BURKZPJUMTD�	

<=
�>	��?��?	=@Q�D�	

�E��F�E<	F�FG�>		���	�TTDP
�?�TD	 ��E<�	<EM>	

E�N=<�O=F�E<>	���	ASK
��KK	EZZ
B�	 �
=�GM	D�?��?M?@Q�D�RKZPJUMTD�	

<=
�>	W�ZZ	�SAT
K	

�E��F�E<	F�FG�>	�T��D?B�	=�?@VK�	 ��E<�	<EM>	

E�N=<�O=F�E<>	���	ASK
��KK	EZZ
B�	 �
=�G>	Y�ZZMPSQT
KRKZPJUMTD�	

<=
�>	W��V	��D
��	

�E��F�E<	F�FG�>	����	H�IH	��JD�K���?�
L�	 ��E<�	<EM>	

E�N=<�O=F�E<>	����	H�IH	 �
=�G>	Y��VMK�D
��RKZPJUMTD�	

	

	

bcdefg	

	

hijg	iklmnopo	qrstuklvwo	xlk	ifyz	{nkp	nwn|nr}}~	srv�po	��v|ol�w	lx	nw|pkwr}	}rvwok~	�pkmnsp�z	

�n�n|po	mpwolk�	xlk	�l��n|r}�	rwo	p�sp��nmp	sl�|�	|l	ol	nw�lv�pz	Page 13



��������	�
���
���
���������
��������������

���������

��� !�"#$�%$�&''()*+�,-�,*�$.-$*/)'*�'0�,*�$.)/-)*+�1'*-#,1-�'#�*$%�2345�

647!�8$%�234�

�

��� !�9'*-#,1-�/$-�-'�$.:)#$�)*�;,*<,#=�,*>�)-�%,/�0'#�-?$�/,@$�:$#)'>�'0�-)@$A�B?=�)/�-?)/�

1'*-#,1-�@'#$�-?,*�-?$�&,/-�'*$5�

647!�B$�%$#$�&''()*+�,-�,1-<,&�*<@C$#/�,*>�$/-)@,-)*+�0'#�DE�@'*-?/A�

�

��� !�B,/�-?$#$�1'/-)*+�>'*$�%?$*�%$�0)#/-�</$>�'<-/)>$�/$#F)1$/5�

647!�B$�,#$�*'-�,%,#$�'0�,*=�,*,&=/)/�>'*$�DG�=$,#/�,+'A��

�

��� !�B,/�-?$#$�,*=�1'/-)*+�0'#�@,)*-,)*)*+�&,<*>#=�/$#F)1$�)*�DGDH5�

647!�B$�%$#$�&''()*+�,-�</,+$�*'-�-?$�0,1)&)-=A�B$�?,F$*I-�&''($>�,-�C<)&>)*+�,�0,1)&)-=A�

�

��� !�B?,-�)/�/-'::)*+�='<�0#'@�C#)*+)*+�-?)/�)*J?'</$5��

647!�B$�>'�*'-�?,F$�,�0,1)&)-=�0'#�-?)/A�K<)&>)*+�,�0,1)&)-=�%'<&>�C$�,�?<+$�1,:)-,&�:#'L$1-A�M'�C<)&>�

,�0,1)&)-=�0'#�N77�%'<&>�C$�@<1?�@'#$�-?,*�-?$�OPQ�1'*-#,1-A��

�

��� !�7'%�%$#$�-?$=�,C&$�-'�+$-�-?$�%'#(�>'*$�%?$*�-?$=�?,>�&,<*>#=�0,1)&)-)$/5�

647!�M?$#$�%$#$�1)F)&�/$#F,*-/�>')*+�-?)/�%'#(A�M?$#$�%$#$�&,<*>#=�%'#($#/�RDSSG/T�-?,-�%$#$�

1'*F$#-$>�-'�:'#-$#/A�

�

��� !��'�%$�?,F$�@$@C$#/�%?'�1,*�>'�-?$�%'#(�C<-�*'-�-?$�0,1)&)-=5�

647!�M?$�:'#-$#�L'C�1&,//)0)1,-)'*�)/�*'-�,�&,<*>#=�%'#($#A�M?$#$�)/�'*$�)-$@�)*�-?$)#�L'C�

>$/1#):-)'*�-?,-�,::&)$/�-'�-?$�&,<*>#=�%'#($#�:'/)-)'*A�

�

��� !�M?$#$�,#$�-%'�DSSG/A�B$�%,*-�-'�@,)*-,)*�-?$�DSSG�1&,//)0)1,-)'*A�B$�%'<&>�,&/'�&)($�,�

0$,/)C)&)-=�/-<>=A�

�

647!��*-$#*,&�>)/1<//)'*�%)-?'<-���� �

�

647!�B$�,#$�':$*�-'�-?$�1'*F$#/,-)'*�#$+,#>)*+�@,)*-,)*)*+�-?$�DSSG�:'/)-)'*A�B$�%,*-�-'�

@,($�/<#$�='<�(*'%�-?,-�-?$�DSSG�@,($/�&$//�-?,*�-?$�:'#-$#A�2$+,#>)*+�-?$�0$,/)C)&)-=�/-<>=U���

>'*I-�-?)*(�)-I/�#$,&)/-)1�-'�>'�+)F$*�-?$�1)-=�,*>�%?,-I/�)*F'&F$>�)*�C<)&>)*+�,�0,1)&)-=A�

�

�� �!�B$�%'<&>�&)($�-'�/<++$/-�-?,-�-?$�1'*-#,1-�@'F$�0'#%,#>�,*>�-?,-�%$�@$$-�)*�VD�@'*-?/�

-'�>)/1<//�-?$�:'//)C)&)-=�'0�C#)*+)*+�-?)/�)*J?'</$A�

�

��� !��@,)&$>�1'*0)#@,-)'*�'0�-?$�,C'F$A�

�

�

�

�

Page 14



Personal Service Contract Summary (PSC Form 1)

Submitting Department: HSS
Submitted By: Patrick Chang
Department Coordinator: Iftikhar Hussain,
iftikhar.hussain@sfgov.org
Project Manager: Olga Stavinskaya-Velasquez

ServiceNow Number: DHRPSC0005352
Version: 0.01
Version Type: New

Brief description of proposed work: Request for Proposal (RFP) for Off-site Professional Call-
Center for the San Francisco Health Service System Member Health Benefits Services Unit during 
annual Open Enrollment period.

PSC Basic Information

Amount

PSC Amount: $502,000
Does contract include items other than services?: No

Review Type and Reason

CSC Review Required: Yes
CSC Review Reason(s): 
        - Requires CSC Approval by Amount

Duration

Is PSC by Duration or Continuing: Duration
PSC Duration (Months): 18

Funding

Funding Source: City Funds
Special circumstances related to funding: No

Clearly describe scope and detail the services to be performed: Request for Proposal (RFP) 
for Off-site Professional Call-Center for the San Francisco Health Service System Member Health 
Benefits Services Unit during annual Open Enrollment period. 

Why are these services required and what are the consequences of denial?: To support over 
80,000 members during Open Enrollment each year, SFHSS requires the assistance of a third-
party off-site call center to manage routine calls (33% of total calls as of 2024). This allows SFHSS 
Member Services Unit front line staff (15 FTEs) to focus on complex member inquiries, enrollment 
issues, and in-person consultations.

Scope of Work
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SFHSS must comply with Section 125 of the Internal Revenue Code regarding Cafeteria Plans, 
which requires members to finalize their benefit elections prior to the coverage period's start and 
restrict changes during the plan year.

As of December 2024, SFHSS serves over 80,000 active employees and retirees from City and 
County, SFUSD, City College, and Superior Court (excluding dependents). Open Enrollment spans 
four weeks in October, enabling members to update their coverage without qualifying life events. 
During the October 2024 Open Enrollment, SFHSS handled:
a. 9,909 calls (average time-to-answer: 3 minutes, 50 seconds).
b. 528 retiree consultations.
c. 675 in-person walk-ins/drop-ins and 275 in-person consultations at our 1145 Market Street 
office lobby and member service rooms.
d. 1,137 open enrollment paper applications in addition to online elections via eBenefits.

In 2024, 3,296 of the total calls were routine and effectively handled by a third-party off-site call 
center vendor, VSA, Inc. Despite extensive efforts to address staffing challenges, including 
increased hiring, training, and retention initiatives, SFHSS staffing remains insufficient to handle 
the additional 33% of routine calls during Open Enrollment.

Please reference Open Enrollment Member Services activities and call volumes [Report of Open 
Enrollment Activities for Plan Year 2025, San Francsico Health Service Board, December 12, 2024 
(regular meeting), p.5 of 37. As this PSC submission is limited to two (2) attachments, please find 
the summary of Open Enrollment Member Services activities and call volumes at available at : 
https://sfhss.org/sites/default/files/2024-
12/December%2012%2C%202024%20SFHSS%20Report%20of%20Open%20Enrollment%20
Activities%20for%20Plan%20Year%202025.pdf

During SFHSS October 2024 Open Enrollment, SFHSS Member Services handled 9,909 calls 
(average time-to-answer 3m50s; average length 13min, 7 secs) . In addition, SFHSS Member 
Services handled 528 retiree consultations, and 675 Member in-person walk-in/drop-ins and 
another 275 in-person consultations at our 1145 Market Street offices. SFHSS Member Services 
also processed 1,137 open enrollment paper applications (in addition to 12,196 elections through 
eBenefits/online).

With the exception of certain routine telephone calls, only SFHSS Member Services can manage 
complex member questions and enrollment issues and in-person member consultations and 
walk-ins. In 2024 these routine telephone calls (3,296 of 9,909 total calls) were successfully 
handled by our third-party off-site call center support vendor VSA, Inc.

Outside of the Member Services Unit staff, SFHSS Operations leadership and the Department of 
Human Resources have engaged in extensive hiring, training and retention efforts to address 
ongoing attrition and hiring challenges for SFHSS' 1209 and 1210 roles, emerging successfully 
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from a 48-52% staffing level (December 2022-January 2023) to 78% as of January 2025. Even 
absent ongoing (though mitigated) attrition and hiring challenges, with 100% staffing, 
mandatory overtime, and restrictions on vacation/PTO use during Open Enrollment, SFHSS does 
not have the bandwidth to support the additional 33% of calls assigned to our third-party off-
site call center support vendor.

In order to continue to support 80,000+ members during Open Enrollment each year, SFHSS 
requires the support of a third-party vendor to handle routine calls and allow the SFHSS Member 
Services Unit Staff to manage complex member questions and enrollment issues and in-person 
member consultations and walk-ins.

Has your department contracted out these services in the last three years?: Yes. See 
attached list of contracts entered into for these or similar services in the last 3 years.

How many contracts?: 1

Why have you not hired City employees to perform the services?: SFHSS has 20 full time 
permanent civil servant FTEs in our Operations Division, including 1209, 1210, 1813 and 1814 
positions. This is sufficient to handle call volumes, processing and member service inquiries 
throughout the year outside of Open Enrollment. The requested professional services contract 
and services are exclusive to the Open Enrollment period each year (October) when call volumes 
increase by 300 to 400 percent.  

In 2023, SFHSS engaged a third-party call center service provider, following approval by the Civil 
Service Commission, to address routine calls and thereby free-up our full-time member services 
staff to focus on complex member inquiries, enrollment issues, and in-person consultations. This 
engagement resulted in a successful 2024 Open Enrollment period and handling of 9,909 calls 
(average month 2,000 to 3,000). 

SFHSS must remain compliant with Section 125 of the Internal Revenue Code and the 
requirement that members make their benefit elections prior to the first day of the coverage 
period and SFHSS has sufficient time to process enrollments.

SFHSS has engaged in mandatory overtime, Prop F outreach, vacation/leave restrictions. These 
prior attempts were unsuccessful in address this increase in work. Temporary staffing (TEX) for 
this period would require extensive onboarding and resources that far exceeds the current SFHSS 
budget and available office space.  SFHSS has improved onboarding and hiring practices 
between 2022 and 2024 to address attrition due to retirements and staff accepting other 
positions (usually other City roles) and increased fulltime staffing from a massive deficit (48-52%) 
in December 2022-January 2023 to nearly full-staffing (90%+) by 2024. However temporary 
service needs for routine calls remain for our Open Enrollment period each year.

Board and Commission Approvals
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Will any contracts under this PSC require department Commission approval: No

Will any contracts under this PSC require Board of Supervisors approval: No

Q1 - Are there any regulatory or legal requirements supporting outsourcing of this work?: 
No
Q2 - Does performing these services cause a conflict of interest?: No
Q3 - Are these proprietary services City is not authorized to do?: No
Q4 - Does City lacks necessary facilities/equipment?: No
Q5 - Are the services required on a temporary basis or on a long-term basis?: Long-term 
Basis
Q5a) Are the services required on an as-needed, intermittent, or periodic basis?: Yes
Q5a1) Why are the services required on an as-needed, intermittent and periodic basis?: The 
services SFHSS seeks through this procurement would only be leveraged during the peak 
workload time associated with the annual Open Enrollment. As SFHSS call data shows, the 
workload increase during Open Enrollment are limited to a three (3) month period from October 
to December and would not justify the hiring of temporary staff, who would have a limited term 
of employment of a maximum of four (4) months. As the contracted services seek support of 
already trained call center representatives, the training lead time for the contracted staff (1 
month) would be less than what would otherwise be required of temporary City employees (3 
months).
Q5b) Do the services require specialized expertise, knowledge experience?: Yes
Q5b1) Describe the specialized skills and expertise required to perform the services: A) 
Ability to guide callers through routine Open Enrollment inquiries clearly and concisely.
B)  Transfer complex inquiries to SFHSS Member Services Unit.
C)  Maintain accurate call records for daily transmittal to SFHSS.
D)  Basic knowledge of employee benefits.
Q5c) Does City have classifications with the required specialized skills or expertise?: Yes
Q5c1) Identify the classifications: 1813 - Senior Benefits Analyst, 1209 - Benefits Technician, 
1814 - Benefits Supervisor, 1210 - Benefits Analyst
Q5c2) Does the Department have employees in these classifications?: Yes
Q5c3) Why are they not able to perform the services?: The workload quantity for the brief 
duration during the Open Enrollment period is what is driving the need for this short-term 
support. The department has made various efforts to obtain these services through available 
resources within the City, including:
1. Funding additional Department of Human Resources support for hiring.
2. Expanding eBenefits, webinars, videos, online guides, benefit fairs, and custom OE webpages 
and microsites.
3. Improved training and onboarding for new hires.
4. Restricting PTO/vacation use during Open Enrollment.
5. Mandatory overtime for staff during Open Enrollment.

Justification
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6. In October 2023 and 2024, SFHSS contracted VSA, Inc. through an RFP process to handle 
routine calls during Open Enrollment [RFPQHSS2023.O1 for As-needed Off-site Employee 
Benefits Call Center Services, Civil Service Commission PSC 47934 - 22/23 – 5/1/2023). VSA 
provided 6-10 representatives depending on weekly call volumes during Open Enrollment and 
open enrollment processing allowing SFHSS Member Services staff to handle complex questions, 
enrollment transactions. Before 2023, all member services calls and tasks were managed 
exclusively by SFHSS staff. Despite these efforts, staffing limitations persist. Routine calls handled 
by the vendor ensure SFHSS Member Services can focus on complex issues and in-person 
Member support and consultations.
Q5d) Will contractor directly supervise City employees?: No
Q5e) Will contractor train City employees?: No
Q5e1) Explain why training of City employees is not required: SFHSS staff would provide any 
and all required trainings to the vendor to ensure that any temporary personnel is able to fulfill 
its responsibilities as determined by SFHSS.
Q5f) Is there a plan to transition this work back to the City?: No
Q5f1) Explain why the work will not be transitioned back to the City: The services sought 
through this procurement are on a temporary and as-needed basis for when staff attrition / 
retirements and/or demand for customer support services may be likely to increase beyond the 
department's capacity (e.g., Open Enrollment during October). Once department capacity is able 
to meet demand, these services will no longer be utilized.

Additional information to support your request (Optional): 

Job Class(es): 1813 - Senior Benefits Analyst, 1209 - Benefits Technician, 1814 - Benefits 
Supervisor, 1210 - Benefits Analyst
Labor Unions: 790 - SEIU, Local 1021, Misc
Labor Union Email Addresses: PSCreview@seiu1021.org
Union Review Sent On: 4/11/2025
Union Review End Date: 6/10/2025
Union Review Duration Met On: 6/10/2025
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