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PURPOSE/SCOPE: This action will allow the Greater Cleveland Regional Transit Authority
("Authority") to enter into a contract for customer satisfaction, community values, and
employee engagement survey services and analyses for a period of three years with two, one-
year options.

DESCRIPTION/JUSTIFICATION: The Authority requires the services of a professional
surveying firm that specializes in developing, administering, collecting, and analyzing surveys
and survey data. The firm will administer quarterly customer satisfaction surveys and

annual community value and employee engagement surveys. The customer satisfaction
survey evaluates customer satisfaction on each Authority transit mode: fixed route bus, rail,
bus rapid transit, and Paratransit. The community value survey canvasses the Authority's
service area within Cuyahoga County to obtain data from the community’s perception of the
Authority's performance and value. The employee engagement survey measures employee
satisfaction, engagement, workplace culture, and leadership effectiveness to identify
improvement opportunities and support a positive work environment. Survey analyses will
result in updated scorecards, the creation of report metrics, and performance documentation.
This work will continue the Authority's culture of ownership, continuous improvement, and
performance management by identifying and tracking measurable goals and success
outcomes.

PROCUREMENT BACKGROUND: The Request for Proposals (“RFP”) was posted on the
Authority’s Procurement website and advertised in the local newspapers. Forty-two (42)
interested parties, including potential subcontractors, downloaded the solicitation package, and
four (4) responsive proposals were received. These services were solicited through a
competitive negotiated procurement process. After evaluation by a panel of Authority
employees in accordance with established Procurement Department policies and procedures,
the proposal from ETC Institute to provide survey services was determined to be the most
advantageous to the Authority, price and all other factors considered. After negotiations, a
contract amount not to exceed $658,122 for a period of three years and amounts not to exceed
$219,374 for each of two option years, for a total contract amount not to exceed $1,096,870 for
a five-year period, was agreed upon. This amount is approximately 8% below the estimate for
this project.











