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1. Office of Economic & Workforce Development + ZS Associates | Through this partnership, ZS Associates will work with OEWD 
to identify additional economic recovery indicators for the City to track. ZS Associates will then build Power BI dashboards for the 
identified indicators.

2. Office of Transgender Initiatives + Zendesk | Zendesk will lead the design of a ready -to -share program blueprint and toolkit for 
the City’s Guaranteed Income for Trans People (GIFT) pilot program for low -income transgender residents. The project goal is to 
create materials that can be used to disseminate the program's model and findings to other metropolitan cities, in order to p rov ide 
a guide for replication of the program.

3. Planning + Accenture | Accenture will design a blueprint for an integrated database for the City’s Shared Spaces program. This 
project will also feature a real time build of the database design by City staff.

4. SFO + Adobe | Through a user -centered research approach, Adobe will work with SFO to develop a strategic plan to improve SFO’s 
customer experience. The project deliverable will include a ‘future state’ customer journey map featuring improvements for each 
customer touch point under SFO’s direction, including qualitative and quantitative insights that can be used to inform strate gic
decision making for SFO customer services

5. Digital Equity Initiative (MOHCD) + Slalom | Slalom will review and provide recommendations to update and operationalize SF 
Digital Equity's Digital Skills and Entrepreneurship Playbook (DSEP) materials. The DSEP is designed to be used by community -based 
organizations (CBOs) and other digital skill training providers to deliver digital literacy and ecommerce classes and program s. This 
project is in support of the second goal of the City's Digital Equity Strategic Plan 2019 – 2024, "to launch digital literacy in novation 
programs."
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• Each project deliverable has the potential to provide a scalable model for 
other City Depts facing similar challenges

• All project proposals were evaluated and approved by a review committee of City 
Dept partners (COIT, Digital Services, DT, DataSF, CON)

• Since the inaugural cohort, this is the first Civic Bridge A&E resolution not to be 
introduced retroactively

Key insights
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Program overview

Civic Bridge  is a  16-week, cohort-based  program  tha t connects City Departm ents with  pro bono 
team s to  tackle  civic cha llenges. Volun tee rs a re  expected  to  ded ica te  20% of the ir tim e  to  the  
project ove r the  16-week tim efram e . The  program  leve rages tools, m e thodologies, and  skill se ts 
of p ro bono team s of skilled  volun tee rs to  de live r im plem entab le  and  va luab le  solu tions.
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Civic Bridge impact
2015 - 2022

80 total projects

34 City departments

28 pro bono partners

52,718 volunteer hours

861 total participants

$7.85M fair -market value of pro bono work



Criteria for a successful project

A clear challenge statement
What is the  p rob lem  you’re  trying to  solve  and  what will “success” look like?

Potential for impact
Why is the  p roject im portan t? What im pact will it have  on  the  lives of re siden ts?

Alignment with Mayoral priorities
This year’s cohort is focused  on  econom ic recovery, revita liza tion , and  resilience .

Leadership support
The  cha llenge  shou ld  be  "m ission  critica l" not just "n ice  to  have" for Departm ent leadersh ip . 
The  p roject shou ld  have  the  support of your Departm ent head  so  the  Departm ent can  carry 
forward  the  Civic Bridge  solu tion /de live rab le .

Internal champion
At least one  City lead  to  se rve  as p rim ary poin t of con tact for the  p ro  bono team , he lp  
gu ide /m anage  the  collabora tion , and  ensure  the  work is a ligned  with  the  Dept’s North  Sta r.



Project types
User Research & Design
Focuses on  understanding the  end  use rs of a  governm ent se rvice  or p rogram , e .g. use r 
re search  p lan , stakeholde r engagem ent

Strategy & Service Execution
Focuses on  execu tion  of com ponents of stra tegies for a  City departm ent, e .g. 
p ilo t/p rogram  design , se rvice  b lueprin t, ope ra tiona l fram eworks, scenario  p lann ing

Data Synthesis & Modeling
Focuses on  leve raging da ta  to  solve  a  particu la r cha llenge  or need

Communications & Content
Focuses on  im proving a  City Departm ent’s com m unica tions and  ou treach , e .g. con ten t for 
a  m arke ting cam paign

Technology Prototyping
Focuses on  ta rge ted , h igh  need , technology im plem enta tion  needs, e .g. website  
wire fram e , p rocess m ap



The process

Pre-Program

Sourcing projects
MOI sourced  p roject p roposa ls from  
City Depts tha t have  leadersh ip  
support, ded ica ted  resources, and  
poten tia l for im pact

Selecting
Project p roposa ls were  eva lua ted  by a  
review com m ittee  of City Dept 
partne rs (COIT, Digita l Se rvices, 
DataSF, DT, CON)

Matching
Selected  p rojects were  shared  with  p ro  
bono ecosystem  th rough  MOI 
ou treach  to  past partne rs and  
organ iza tions tha t have  ind ica ted  
in te rest in  participa ting in  the  
p rogram .
Pro bono partne rs then  ind ica ted  
which  p rojects they were  in te rested  in  
working on  (no m ore  than  3 p rojects). 
MOI m atched  partne rs with  p rojects 
based  on  p ro  bono skill se ts/expertise  
and  in te rest

16-Week Project

Define
Refine  p roject scope  and  de fine  p roject 
p lan

Discovery
Understand  the  cha llenge  and  
governm ent landscape

Design
Synthesize  insigh ts and  crea te  
concep ts for solu tions

Delivery
Delive r actionab le  solu tions and  crea te  
an  im plem enta tion  roadm ap

Post -Program

Share
Project team s showcase  the ir p roject 
work to  key stakeholders

MOI support
As needed , MOI support City Dept 
im plem ent the  Civic Bridge  de live rab le
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Kickoff Week 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16

5/03 5/05 5/12 5/19 5/26 6/02 6/09 6/16 6/23 6/30 7/07 7/14 7/21 7/28 8/04 8/11 8/18
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Conduct research 
and data collection

Synthesize 
insights + create 
solution 
concepts

Develop actionable 
solutions + create 
implementation roadmap

Program phases + key events



The San Francisco Police 
Departm ent (SFPD) sought to  
understand  best p ractices and  
deve lop  tools to  he lp  them  in tegra te  
the  m any change  in itia tives in to  
the ir stra tegic p lan

Through  Civic Bridge , Accenture  
consu ltan ts contribu ted  the ir 
skills in  stra tegic p lanning, 
stakeholder in te rviews, and  
workshop  facilita tion  to  de live r a  
Change  Managem ent Charte r, 
and  a  tactica l tool to  he lp  SFPD 
prioritize  stra tegy in itia tives and  
associa ted  stakeholder and  
com m unica tions conside ra tions.

The  team  ga the red  da ta to  
understand  the  cha llenge  th rough  
stakeholder in te rviews and  reviewing 
“lessons lea rned” from  past e fforts

They facilita ted  workshops with  SFPD 
sta ff and  SMEs to  crea te  a  shared  
ve rsion  of change  m anagem ent 
success, governance , and  princip les

They deve loped a  Change  
Managem ent Charte r and  a  tactica l 
tool which  they re fined  with  SFPD 
feedback

+
CHALLENGECHALLENGE SERVICES OUTCOMES

✔

✔

✔



The Office of Contract 
Adm inistra tion  (OCA) wanted  to  
be tte r understand  the  needs and  
pa in  poin ts of b idders and  supplie rs 
as they sought to  im prove  the  
contracting process

Through  Civic Bridge , Zendesk 
volun tee rs contribu ted  the ir skills 
in  use r re search , se rvice  design , 
and  stra tegy to  surface  barrie rs 
facing b idders and  supplie rs, as 
we ll as stakeholder Departm ents, 
and  to  de live r recom m endations 
for a  m ore  stream lined  
contracting experience

The  team  ga the red  da ta to  
understand  the  cha llenge  th rough  
stakeholder Departm ent in te rviews 
and  curren tly ava ilab le  resources

They designed  and  launched  a  survey 
to  b idders and  supplie rs, then  
syn thesized  key takeaways and  trends 
from  ~100 responses

They deve loped recom m endations on  
how the  contracting and  com pliance  
process m ay be  stream lined  and  for a  
One-Stop-Shop.

+
CHALLENGECHALLENGE SERVICES OUTCOMES

✔

✔

✔

Office  o f Co n t ra c t  
Ad m in is t ra t io n



The Department of Children, Youth 
and  the ir Fam ilie s (DCYF) wanted  to  
ra ise  awareness about the  presence  
of ch ild ren  in  San  Francisco and  
the ir righ ts as part of the ir e fforts 
towards a  m ore  inclusive  and  
represen ta tive  city.

Through  Civic Bridge , Sa lesforce  
volun tee rs use  the ir skills in  
com m unica tions and  
partne rsh ip-build ing to  deve lop  a  
com m unica tion  toolkit and  
stra tegy for the  Departm ent.

The  team  collected  m ore  context and  
da ta  about the  cha llenge  th rough  
in te rviews with  City and  UNICEF 
stakeholders.

They in te rviewed residen ts in  San  
Francisco to  ge t a  base line  of what 
they viewed as a  “ch ild -friendly” city 
and  in form  the  stra tegy de live rab le

They deve loped  a  com m unica tions 
toolkit tha t included  conten t 
ca lendars, partne r engagem ent 
tim e lines and  tools, and  m arke ting 
best p ractices

+
CHALLENGECHALLENGE SERVICES OUTCOMES

✔

✔

✔



SFMTA needed support on 
capturing d ispara te  TNC da ta  in  a  
dashboard  so  they could  be tte r 
ana lyze  the  da ta  and  ensure  
equitab le  access to  ride -ha iling 
se rvices for people  using 
whee lcha irs.

Through  Civic Bridge , ZS 
consu ltan ts contribu ted  the ir 
skills in  da ta  p rocessing, 
transform ation , ana lysis, and  
visua liza tion  to  bu ild  a  use r-
friendly dashboard  in  Tableau .

The  team  extensive ly in te rviewed 
SFMTA and  SFCTA sta ff to  understand  
the  curren t da ta  landscape  and  needs

They designed  a  p rototype  b lueprin t 
based  on  use  cases and  what da ta  
variab les were  m ost im portan t

They deve loped two da ta  dashboards 
on  Tableau , one  for in te rna l City use  
and  the  othe r to  be  public-facing. The  
dashboards included  sta tewide  da ta  
and  a  focus on  use r-cen te red  design .

+
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✔

✔
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Rent Board needed support in 
be tte r sharing the ir se rvices and  
ava ilab le  resources to  San  
Franciscans ren te rs and  tenants

Through  Civic Bridge , Civic 
Consulting Alliance  volun tee rs 
contribu ted  the ir skills in  website  
design , con ten t deve lopm ent, 
and  stra tegic th inking to  launch  a  
new, m ore  accessib le  website  for 
Rent Board .

The  team  used  the  Pare to  princip le  to  
the  Rent Board’s curren t website  and  
ca ll volum e to  de te rm ine  the  m ajor 
a reas of confusion

They worked  with  City sta ff and  
a ttorneys to  transla te  dense , lega l 
ren ta l language  to  m ore  laym an 
te rm s

They worked  with  Digita l Se rvices to  
design  the  website ’s layout to  m ake  
resources m ore  d iscoverab le

They launched  the  new, m ore  
accessib le  website  on  sf.gov

+
CHALLENGECHALLENGE SERVICES OUTCOMES

✔

✔

✔

Sa n  Fra n c isco
Re n t  Bo a rd

✔
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