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RESOLUTION NO. 12-86

A RESOLUTION OF THE MAYOR AND THE CITY COUNCIL OF
THE CITY OF DORAL, FLORIDA AUTHORIZING THE CITY
MANAGER TO NEGOTIATE AND ENTER INTO AN AGREEMENT
WITH ETC INSTITUTE FOR THE PROVISION OF A CITIZEN
SURVEY IN AN AMOUNT NOT TO EXCEED $27,000.00;
RECOGNIZING THAT THIS AGREEMENT IS BASED ON THE
AGREEMENT BETWEEN ETC INSTITUTE AND THE CITY OF
CORAL SPRINGS, FLORIDA WHICH WAS COMPETITIVELY
ENTERED INTO IN A MANNER SIMILAR TO THAT SET FORTH
IN CHAPTER 2, ARTICLE V, OF THE CITY CODE; AND
PROVIDING FOR AN EFFECTIVE DATE

WHEREAS, the City of Doral seeks to conduct a citizen survey to provide a
measure of citizen satisfaction as well as a measure of progress over time that allows
for future planning; and

WHEREAS, Staff respectfully requests that the City Council authorize the City
Manager to negotiate and enter into an agreement with ETC Institute for the provision of
a citizen survey in an amount not to exceed $27,000.00; and

WHEREAS, Staff further requests that the City Council recognize that this
agreement is based on the agreement between ETC Institute and the City of Coral
Springs, Florida (Exhibit A) which was competitively entered into in a manner similar to
that set forth in Chapter 2, Article V of the City Code.

NOW, THEREFORE, BE IT RESOLVED BY THE CITY COUNCIL OF THE CITY
OF DORAL AS FOLLOWS:

Section 1. The City Council of the City of Doral hereby authorizes the City
Manager to negotiate and enter into an agreement with ETC Institute for the provision of

a citizen survey in an amount not to exceed $27,000.00.
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Section 2. The City Council further recognizes that this agreement is based on
the agreement between ETC Institute and the City of Coral Springs, Florida (Exhibit A)
which was competitively entered into in a manner similar to that set forth in Chapter 2,
Article V of the City Code.

Section 3. This Resolution shall become effective immediately upon adoption.

The foregoing Resolution was offered by Councilmember Cabrera who moved its
adoption. The motion was seconded by Vice Mayor DiPietro and upon being put to a

vote, the vote was as follows:

Mayor Juan Carlos Bermudez Yes
Vice Mayor Michael DiPietro Yes
Councilmember Luigi Boria No

Councilmember Pete Cabrera Yes
Councilmember Ana Maria Rodriguez Yes

PASSED AND ADOPTED this 11" day of June, 2012.

JUAN CARL?G BERMUDEZ, MAYOR

ATTEST:

o be s tle

%ARBARA HERRERA, CITY CLERK

APPROVED AS TO FORM
AND LEGAL SUFFICIENCY:

JIMMY L. M R?(LES, CITY ATTORNEY
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PUBLIC OPINION SURVEYING SERVICES AGREEMENT

FES—

. THIS AGREEMENT, wmade and entered into the & day of
Ocxover , 2010 by and between:

WHER

CITY OF CORAL SPRINGS, FLORIDA
a mundeipal corporation

9551 West Sample Road

Coral Springs, Florida 33065

(hereinafter referred to as "CITY")

AND

ETC INSTITUTE INC.

a foreign corporation

725 West Frontier Circle

Olathe, Kansas 66061

(hereinafter referred to as "CONTRACTOR")

EAS, on June 29, 2010, CITY issued Request for Proposals No. 10-A-081

for Public Opinion Surveying Services; and

WHEREAS, the stafl recommends that CITY award a contract to ETC Institute

Inc.; and

WHEREAS, the City Commission conecurs with the staff recommendation and
believes it is in the best interest of the City; now, therefore,

IN CONSIDERATION of the mutnal covenants and undertakings and other good
and valnable consideration the receipt and sufficiency of which is hercby acknowledged,
the parties do mutually covenant and agree as follows:

I. STATEMENT OF WORK

1.1

1.2

ETC Institote Tnc.

CONTRACTOR shall provide services to conduct public opinion surveys
as requested by CITY. The surveys will provide a statistically credible
benchmark of attitudes and perceptions toward CITY services and
community needs in order to meel or exceed customers’ expectations,

CONTRACTOR shall complete the Statement of Work as outlined in
Exhibit “A”, attached hereto and incorporated herein. The partics
acknowledge that there are two separate surveys to be completed under
this Statement of Work. There is a residential component and a business
component. Each component shall be completed separately with the

puablic opinion surveying
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appropriate reports, study instrument, design plan, pre-test results, data
entry and analysis for each component. CONTRACTOR shall submit all
required reports electronically to the CITY’S Project Administrator, with a
copy to the Purchasing Administrator, for each component. In addition,
CONTRACTOR shall provide CITY with five copies of the final report
for each component. The Project Administrator for the residential survey
is Susan Grant, Dircctor of Financial Services and Human Resources
(sgrant@coralsprings.org). The Project Administrator for the business
component is Larry Staneart, Director of Development Services
(Istaneart@coralsprings.org).

1.3 The Staternent of Work, pursuant to Section 1.2, shall be based upon a
project component of one thousand (1,000} completed random sample
surveys among residents of Coral Springs and two hundred fifly (250)
completed random sample surveys among community businesses. The
parties acknowledge that the CITY will provide a separate Notice to
Proceed for each component.

1.4 CONTRACTOR shall advise CITY staff on methodologies and analytical
techniques for the following:

(a) refining and understanding of customer requirements for programs
and initiatives and identifying “drivers” and key attributes that
affect costomer satisfaction with the City generally and for specific
programs and initiatives;

(b)  identifying sub-populations that differ significantly from the city
population at large in their requirements for program and/or their
satisfaction with City programs;

(c) determining what actions can be taken to increase residents and
sub-populations of residents satisfaction with the City generally
and specific programs; and

{(d)  determining support for possible initiatives or changes in
programming or policy; and

(e} assisting CITY staff in questionnaire construction, item generation,
response format and item selection to achieve both reliability and
validity, and increase relevance to strategic planning and business
planning process.

2. RESPONSIBILITIES OF CITY

2.1 CITY shall prepare initial survey questions and revise as needed based
upon review by CONTRACTOR.

BTC Institate Tne.
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2.2 Provide additional assistance to CONTRACTOR, as required, to cnsure
completion of Statement of Work.

2.3 The Statement of Work herein contemplates that CITY will provide any
required information to CONTRACTOR on a timely basis.

3. CONTRACT TERM

3.1 This Agreement shall be effective upon the approval of the City
Commission, and shall terminate on September 30, 2012, with an option to
renew for two (2) additional two (2) year terms, under the same terms and
conditions, provided that funds are available and appropriated by the City
Commmission.

3.2 - CONTRACTOR. acknowledges that during the term of this Agreement,
CONTRACTOR shall commence and perform surveys as required by
CITY wupon the issuance of a Notice to Proceed by the Purchasing
Administrator.

3.3 CONTRACTOR. acknowledges that the Statement of Work pursuant to

Section 1.2 of this agreement shall be completed no later than six-weeks

- after the issuance of the Notice to Proceed. The Purchasing Administrator

* may approved an extension of time should it be determined to be
necessary and warranted.

4. COMPENSATION

4.1 For the services provided in section 1.2 of this Agreement,
CONTRACTOR shall be paid an amount not to exceed forty four
thousand two hundred dollars ($44,200.00) as follows:

Not to Iixceed

Residential Survey Component................ $20,600.00
(including cross-tabulations, importance —

satisfaction priorities analysis and

geocoding and one meeting in Coral Springs)

Commercial Survey Component....,.......... $20,600.00
(including cross-tabulations, importance —

satisfaction priorities analysis and

one meeting in Coral Springs)

Travel (to cover one additional meeting for
each component, if requested by the City)..... $1,500.00 each

ETC Institute Ine.
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Any additional travel costs and related cxpenses shall be billed in
conformance with section 112.061, Florida Statutes, subject to prior
approval of travel by Purchasing Administrator.

4.2 Project costs will be billed and payable upon project completion,
submission of a final report, and acceptance by CITY, payable within
thirty (30) calendar days of invoice date.

43  CONTRACTOR and CITY acknowledge that CONTRACTOR may be
requested to undertake additional public opinion surveys. The Statement
of Work for any additional surveys and compensation shall be agreed to
by the parties and included as an amendment to this Agreement. The
Purchasing Administrator is authorized to approve an additional Statement
of Work for additional surveys not to exceed a total of twenty thousand
dollars ($20,000.00).

44  CONTRACTOR shall submif invoices upon completion of the work in
duplicate and 1temized as to quantity, description, and applicable discount
(if any) to: '

City of Coral Springs

Human Resources Department
9551 West Sample Road
Coral Springs, FL. 33065
Attn: Director

Invoices must clearly indicate the City of Coral Springs’ name, address to
which the material was delivered or services provided, and the correct
purchase order number.

4.5  Payment shall be made by CITY within thirty (30) calendar days after
receipt of the invoice(s), provided that said invoice(s) has been approved
by CITY and the work has been accepted by CITY.

Section 5. TAXES

5. CONTRACTOR shall pay all applicable sales, consumer use and other
similar taxes required by law.

Section 6. PATENTS

6.1 CONTRACTOR shall pay all license fees and royalties and assume all
costs arising out of or from the use of any invention, design, process,
product or device which is the subject of patent rights of copyrights held
by others and used in the performance of the work which is the subject of
this Agreement.

ETC Institute Inc.
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INDEMNIFICATION

GENERAL INDEMNIFICATION: CONTRACTOR shall indemnify,
defend, save and hold harmiess CITY, its officers, agents and employees,
from all claims, damages, losses, liabilitics and expenses direct, indirect or
comnsequential, arising out of or alleged to have arisen out of or in
consequence of the operations of CONTRACTOR or his subcontractors,
agents, officers, servants, independent coniractors or employees pursuant
to this Agreement, specifically including but not limited to those caused
by or arising out of (a) a defective condition in any services provided
pursuant to this Agreement, whether patent or latent; (b) any act, omission,
default or negligence of CONTRACTOR in the provision of the services
under this Agreement; (¢) the breach of any warranty and/or term of this
agreement by CONTRACTOR (d} the violation of federal, state, county or
municipal laws, ordinances or regulations by CONTRACTOR.

PATENT AND COPYRIGHT INDEMNIFICATION: CONTRACTOR
shall indemnify, defend, save and hold harmless, CITY, its officers, agents
and employees from all claims, damages, losses, liabilities and expenses
arising out of an alleged infringement of copyrights, patent rights, the
unauthorized or unlicensed use of any material, property or other work in
connection with the performance of the services provided pursuant to this
Agreement.

CONTRACTOR shall pay all claims, losses, liens, fines, sctilements or
judgments of any nature whatsoever in connection with the foregoing
indemnifications including, but not limited to reasonable attorney's fees
and court and arbitration costs. These indemnifications shall survive the
term of this Agreement.

CONTRACTOR shall defend all actions in the name of CITY when
applicable, however, CITY reserves the right to select its own legal
counsel to conduet any defense in any such proceeding and all costs and
fees associated therewith shall be the responsibility of CONTRACTOR
vnder this indemnification agreement. Nothing contained herein is
intended nor shall be construed to waive CITY'S rights and immunities
under the common law or Florida Statutes 768.28 as amended from time
to time.

WARRANTIES

CONTRACTOR warrants to CITY that 1t shall comply with all applicable
federal, state and local laws, regulations and orders in carrying out its
obligations under the Agresment.

Section 7.

7.1

72

7.3

7.4
Section 8.

8.1
ETC Instituic Inc.
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82

8.3

8.4

8.5

Section 9.

9.1

9.2

ETC Institute Inc.

CONTRACTOR warrants to CITY that it is not insolvent, it is not in
bankruptey proceedings or receivership, nor is it engaged in or threatened
with any litigation or other legal or administrative proceedings or
investigations of any kind which would have an adverse effect on its
ability to perform its obligations woder the Agreement.

CONTRACTOR. warranis to CITY that the consummation of the work
provided for in this Agreement will not result in the breach of any term or
provision of or constitute a default under any indenture, mortgage,
contract or agreement to which CONTRACTOR is a party.

CONTRACTOR warrants that the sample size chosen will yield a 95%
confidence interval with a maximum sample error of +/- five percent (5%).

No warranty, either express or implied, may be modified, excluded, or
disclaimed in any way by CONTRACTOR. All warranties shall remain in
full force, notwithstanding acceptance and payment by CITY.

INSURANCE

UPON EXECUTION OF THIS AGREEMENT BY CONTRACTOR,
CONTRACTOR SHALL SUBMIT TO CITY COPIES OF ITS
CERTIFICATE(S) OF INSURANCE EVIDENCING THE
REQUIRED COVERAGES AND SPECIFICALLY PROVIDING
THAT THE CITY OF CORAL SPRINGS (DEFINED TO MEAN
THE CITY, ITS OFFICERS, AGENTS, EMPLOYEES,
VOLUNTEERS AND REPRESENTATIVES) IS AN ADDITIONAL
INSURED OR ADDITIONAL NAMED INSURED WITH RESPECT
TO THE REQUIRED COVERAGES AND THE OPERATIONS OF
CONTRACTOR UNDER THE AGREEMENT. Io the event the
insurance certificate provided indicates that the insurance shall terminate
and lapse during the period of this Agreement, then in that event,
CONTRACTOR shall furnish, at least thirty (30) calendar days prior to
expiration of the date of such insurance, a renewed certificate of insurance
as proof that equal and like coverage for the balance of that period of the
contract and extension thereunder s in effect. CONTRACTOR shall not
conlinue to perform the services required by this Agreement unless all
required insurance remains in full force and effect.

CONTRACTOR shall procure and maintain at its own expense and keep
in effect during the full term of the Agreement a policy or policies of
insurance which must include the following coverages and minimum
limits of liability:

(a) Worker's  Compensation _Insurance for all employees of
CONTRACTOR engaged in work under the Agreement in

public opinion surveying
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(©)

9.3

9.4

ETC Institute Inc.

accordance with the laws of the State of Florida. CONTRACTOR.
shall agree to be responsible for the employment, control, and
conduct of its employees and for any injury sustained by such
employees in the course of their employment.

(b) Comprehensive General Liability Iusurance with the following
minimum limdts of Hability:

$1,000,000.‘00 Combined Single Limit, Bodily Injury and Property
i Damage per occurrence.

Coverage shall specifically include the following minimum limits
not less than those required for Bodily Injury Liability and
Property Damage:

$1,060,000.00 Combined Single Limit, Bodily Injury and Property
Damage per occurrence.

(1)  Premises and Operations;

(2)  Independent Contractors;

(3)  Products and Completed Operations;

) Broad Form Property Damage;

(5)  Broad Form Contractual Coverage applicable to the Agreement
and specifically confirming the indemnification and bold harmless
agreement in the Agreement;

(6) Personal Injury Coverage with employment and contractual
exclusions removed and deleted; and

Comprehensive Automobile Liability Insurance for all owned, non-owned
and hired automobiles and other vehicles used by CONTRACTOR in the
performance of the work with the following minimum limits of Hability:

$ 500,000.00 Combined Single Limit, Bodily Injury and Property
Damage Liability per occurrence

The required insurance coverage shall be issued by an insurance company
duly authorized and licensed to do business in the State of Florida with the
following minimum qualifications in accordance with the latest edition of
AM. Best’s Insurance Guide:

Financial Stability B+ to A+
CONTRACTOR shall not commence performance of its obligations under

this Agreement uniil after it has obtained all of the minimum insurance
herein described and the same has been approved.

public opinion surveying
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9.5  Violation of the terms of this Paragraph and its subparts shall constitute a
breach of the Agreement and CITY, at its sole discretion, may cancel the
Agreement and all tights, title and interest of CONTRACTOR shall
thereupon cease and terminate.

Section 10.  TERMINATION

10.1 TERMINATION FOR CAUSE: In the event CONTRACTOR shall
default in or violate any of the terms, obligations, restrictions or conditions
of this Agreement, the CITY shall give CONTRACTOR written notice by
certified mail of the default and that such default shall be corrected or
actions taken 1o correct such default shall be commenced within ten (10)
calendar days thereof. In the event CONTRACTOR has failed fo correct
the condition(s) of the default or the default is not remedied to the
satisfaction and approval of CITY, CITY shall have all legal remedies
available to it, including, but not limited to, termination of this Agreement
in which case CONTRACTOR shall be liable for all reprocurement costs
and any and all damages permitted by law arising from the defaunlt and
breach of this Agreement.

10.2 VOLUNTARY TERMINATION: CITY or CONTRACTOR may
terminate this Agreement by providing thirty (30} calendar days advance
written notice of termination in the manner specified in Section 21 herein.

Section 11.  SURVIVAL OF OBLIGATIONS

11.1 Al representations, indemnifications, warranties and guarantees made in,
required by, or given in accordance with this Agrecment, as well as all
continuing obligations shall survive final payment, completion and
acceptance of the work and termination or completion of the Agreement.

Section 12.  DOCUMENTS

12.1 All  documents, electronic media, and other data developed by
CONTRACTOR in connection with the Public Opinion Swrveys shall be
reproduced and made available to CITY by CONTRACTOR at any time
upon request of CITY. When any work contemplated under this
Agreement is completed or for any reason is terminated prior to
contemplation, all of the above data shall be timely reproduced and
delivered to CITY upon written request.

Section 13.  PERMITS, FELS AND LICENSES

13.1 CONTRACTOR shall secure and pay for all permits and governmental .
fees, licenses and charges necessary for the proper cxecution and
completion of the work.

ETC Institute Inc.
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Section 14.

14.1

Section 15,

15.1

Section 16.

16.1

Section 17.

17.1

Section 18.

18.1

18.2

ETC Institute Inc.

AUDIT RIGHTS

CITY reserves the right to audit the records of CONTRACTOR relating to
the performance of this Agreement at any time during the performance
and term of the Agreement and for a period of three (3) years after
completion and acceptance by CITY. If reguired by CITY,
CONTRACTOR agrees to submit to an audit by an independent certified
public accountant selected by CITY. CONTRACTOR shall allow CITY
to inspect, examine and review the records of CONTRACTOR at any and
all times during normal business hours during the term of the Agreement.

INDEPENDENT CONTRACTOR. ST. ATUS

CONTRACTOR and its employees, volunteers and agenis shall be and
remain an independent contractors and not agents or employees of CITY
with respect to all of the acts and services performed by and under the
teims of this Agreement. ‘This Agrecment shall not in any way be
construed 1o create a partnership, association or any other kind of joint
undertaking or venture between the partics hereto,

CONTRACTOR shall not assign, or transfer its rights, title or interests in
the Agreement nor shall CONTRACTOR delegate any of the dutics and
obligations undertaken by CONTRACTOR without CITY'S prior writien
approval.

NON-EXCLUSIVITY.

This Agreement is considered a non-exclusive Agrecment between the
patties. CITY shall have the right to purchase the same kind of services to
be provided by CONTRACTOR hereunder from other sources during the
term of this Agreement.

GOVERNING LAW; VENUE

The validity, construction and effect of this Agrcement shall be governed
by the laws of the State of Florida.

Any claim, objection or dispute arising out of the terms of thas Agreement
shall be litigated in the Seventeenth Judicial Circuit in and for Broward
County, Florida.

public opinion surveying
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Section 19.

19.1

Section 20.

20.1

Section 21.

21.1

Section 22.

22.1

23.1

CITY:

ETC Institute Inc.

ENTIRE AGREEMENT

This Agreement contains the entire understanding of the parties relating to
the subject matter hereof superseding all prior communications between
the partics whether oral or written. This Agreement may not be altered,
amended, modificd or otherwise changed nor may any of the terms hereof
be waived, except by a written instrument executed by both parties. The
failure of a party to seek redress for violation of or to insist on strict
performance of any of the covenants of this Agreement shall not be
construcd as a waiver or relinquishment for the future of any covenant,
term, condition or election but the same shall continue and remain in full

force and effect.

CUMULATIVE REMEDIES

The remedies expressly provided in this Agreement to CITY shall not be
deemed to be exclusive but shall be cumnulative and in addition to all other
remedies in favor of CITY now or hercafter existing at law or in equity.

SEVERABILITY

Should any part, term or provision of this Agreement be by the courts
decided to be invalid, illegal or in conflict with any law of this State, the
validity of the remaining portions or provisions shall not be affected

thereby.

PARAGRAPH HEADINGS

All paragraph headings in this Agreement are included for convenionce
only and are not to be construed as a part hereof or in any way as limiting
or cxpanding the terms set out in this Agreement.

All notices or other communications required by this Agreement shall be
in writing and deemed delivered upon mailing by certified mail, retumn
receipt requested to the followieg persons and addresses:

Susan Grant, Director of Financial Services and Human Resources
City of Coral Springs

9551 West Sample Road

Coral Springs, Florida 33065

(954) 344-1150

sarant@coralsprings.org

public opinion surveying
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COryY TO: Angelo Salomone, Purchasing Administrator
City of Coral Springs
9551 West Samaple Road
Coral Springs, Florida 33065
(954) 344-1011
asalomone@coralsprings.org

CONTRACTOR: Christopher Tatham, Vice President
ETC Institute Inc.
725 West Frontier Circle
Olathe, Kansas 66061
Telephone: (913) 829-1215
Email: ctatham@efcinstitute.com

(THE BALANCE OF THIS PAGE INTENTIONALLY LEFT BLANK)

ETC Ingtitute Inc,
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IN WITNESS WHEREOF, the parties hercio have caused these presents to be
exccuted, the day and year first above written.

CITY OF CORAL SPRINGS, a municipal
corporation,

organized and existing under the laws of the
State of Florida

ATTEST: By: ‘/6\9/&0

SCOTT I. BROOK,}/%/WOI'
s p} i Chavu CRM,
/ Interim City Clerk
Approved as to form:
By T {ll b ENET .,,@L#M Al Ry

Assistagft City Attor ney

State of Florida
County of Broward

The foregoing instrument was acknowledged before me, the undersigned Notary
Public in and for the State of Florida, on this, the S0« T day of

O exoloe , 2010, by Josephine Chavez, CRM, and Scott J. Brook,
Interim City Clerk and Mayor, respectively.

»Mﬂc,u\uw . 7

otcuy Public, State of F 1011{13
NOTARY PUBLIC
SEAL OF OFFICE J\,

{ncine (5 Bz J\’"’%U

Printed, typed or stamped name of Nota.ry Public

NOTARY PUBLIC-STATE OF FLORIDA exactly as commissioned
&, Francine G. Bostinto e
H g‘g‘xgsu’gﬁgg igogggz (:?ZISOHdHy known to 1113))1
nonnz'f;mﬁummwnounmu C0, INC, Produced identification:

(type of identification produced)

BTC Institute Inc.
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ETCINSTITUTE INC.

By oune K alom

Print Name: £ {3 e L ( ;#“m w\

Title: ’D'r esid w,\f?;

State of Konsas )
C()llllty Of :.T{;.iq .5 &y )

On this, the u) &\day of g“‘/{() ‘L Wv{?x{‘ , 2010, before me, the undersigned

Notary Public of the State of Kdm,ﬁa,,a , the forcgoing instrument was
acknowledged by Alaime X Totlam . ___, (name of corporate officer)
Croacded o) of ¢ Gt S
{corporation} a foreign corporation, on behalf of the corporation.
WITNESS my haod
and official seal
PATRICIA F. RYAN K\ - &
NOTARY PUBLIC %@M SR
STATE OF KANSAS Notary Public, State of _‘t_a/ﬂ,g\h,

COUNTY OF JQHNS(QN
My Apat. Bxplres (.5

| D:&{w" Tare R : R;m,

Printed, typed or stamped nafic of Notary Public
cxactly as comnissioned

I A

( Personally known 1o m\or
Prodiced ideniification:

(type of identification produced)

- ETC Institute Inc.
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Exhibit “A”

Statemment of Work

Overview

1t is our understanding that the City of Coral Springs is requesting public epinion survey services
from a professionsl rescarch firm to conduct surveys or the purpose of evaluating citizen and
business sotisfection. It is = credit {0 the Cliy © gee these tools ag “listening deviess”™ and o
gamer public opinion abiwt programming, budgeting and swategic planning.

Listoning first fo yova residents and measaring City progress over time, is most impostant. Then,
comparing your ralings to other stmilar compmumities provides a standard of measure for Coral
Springs with ofher municipalities. The national survey that BTC Institute conducts, and our
family of client citles can provide valusble benchmarks for City progress,

What foltows sre the principles that direct all of our survey actlvities, and then, specifics of our
methodologies and the many findernel resoweces that ETC Insiitute 1 able to provide.

Guiding Principles

ETC Instituts has been helping state and local goveninents use community surveys us a gulding
force for sefting community prioritics and inproving organizetional effectivencss for more than
two decades. Owr abilily to help otganizations succeed is based. on an approach that adheres fo
theee fundaments! principles:

> Strefegic Falws,  Tnooxder for survey reseawch te serve as o powerdiy tool for deciston-
maldng, community loaders must see value in the results. Our approach 35 desigaed 1o
enstiva that the informarion gatheted muots the informatioual needs of decision-nakess in
order o enconrage comunnity leaders to use the survey dotn s part of their declsion-
makiog process, 1 the survey reswlts bave strategic value, they will inherenily become
part of the process for setdng short- and long-teim priorites for the Oty.

> Continnity. Gue approach will involve a review of the goats and objectives of the City i
snmae the research s desigtied fo swpport these ponts and objeetives, For sxample, o
review of the City of Fort Worth’s strategic plan by BETC Insiitote led 1o the creation of 2
series of quasiions that now liak the City’s annual cifizen survey with the Cify"s strategio
pian,

¥ Performance Mensureneent  Since the results of the survey will be vsed 10 help guide
City deeisions, the survey instruments and data analysis methodology will be designed in
a manngr that generates objective performance measmrements.  The sarveys will be

ETC astitute Work Plan ~ 1
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Siaterment of Work

desfgued to provide objective feadback for the Cily so (hat depavimental managers can
wnderstand the needs of residents.  BTC Institute will work with the City to develop
performance indices tai allow city leaders to objectively assess the change in theix
parformance over Hme.

Staremieni of Work

In order to accomplish the objectives for this project, HTC institnie reconmnends the following
approash to fhe design and adminisation of the resident survey first, and then the busingss
sarvey, :

Task 1: BURVEY REVIEW AND PRETEST

Task LI Desips Surveys. Within two weeks of being selected for the prajeel, Katen Falk, ETC
Ipstitule’s project mannger, will meet with members of the City’s preject sicering commilice to
ehswre that everyome involved in the project hag the same undomianding of the goals and
objectivas for the project. At this meeling details of the tesearch design strategy will be
discussed and the smuphing plan will be finalized. 1o raximize the blstote uend inforiation
that the City has gathiered, the previous surveys will be the starding point. To assist the City with
the development of any additional quéstions, BTC Institete will provide (he City with samples of
sarveys that Tnve been administored by ETC Institute for similnr profects,  CQuestions unigue to
Coral Springs will be developsd,

ased on inpul from the City, BT Tostimite will dovelop & draft of the sirveys. Tt is anticipaied
that 2-3 deafts of the survey will be prepared before the sarveys sre approved by the Cily.

Condatct Pretest. I the case of the residend survey, B1C Institnle will test the survay with st
Teast 20 residents tefore the sorveys are adminjstered. The role of the protest is a crifical ons in
the srudy. For this important assigament, B1C will design snd impleroent an evaluation plan for
ihe prefest that will include detailed crileria for evaluating each question and each distinct
procaduat eloment. The individual oriteria will start with a clear purpose for the data ftem or the
ressavch procedure, the slandard for seeeplance, the steps for resolving any problem, and the
fiual decision making procedwme. Any problems or jssues that are identified will be reposted to
the City and coveective action will be reconmiended and tnken as appropriate,

Beliverable Task L1 Acopy of the approved survey instaments,

Task 1.2 Develon the Samplivg Plan. 1t is our understanding thot e City of Cozal Springs
wants the overalt results of the zesident servey to be statistically representative of the City vs a

V¢ Tnstiote ' Work Plim - 2
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whole, With 3 sample size of completed surveys for residents of 1,000, the overall resulls will
provide a 95% leve] of confideace with a 3% margin of eer.

We would recommend the following, if budgetary considerations will allow:

e 1090 resident survevs: A semple of 1000 residents wonld atlow the Cly 10 conduct a
high Jevel of aualysis of the datw, based on a wide vagiety of demogeaphic variahles and
for 6 subareas,  The overall results would have o presision of +/-3% at the 95% level of

confidence.

As the tofal number of complefed surveys increases, the preeision of the swvey Improves,
particularly at the subgroup level.  Cost is 4 Tnction of two moajor variables: (1) the length of the
survey and {2) the number of completed surveys. BTC Instibuie will work with City staff to find
the right combination of these two variables o meimize your investment in our services. Qur
cost proposal containg tdic cost for adexinistering o 10, 15, and 20-wdnute wsident survey for fhe
completion of 1000 surveys,

Thi business survey will be condueted with a st suppled by the City. A completion of 250
surveys iz planned. With a smalier nunber, confidence lovels and margins of ewor are not
addressed, but will he disenssed with the City,

Deltverable Task 1.2: A copy of the approved sampling plan that shows the exact number of
surveys that will be completed and the overall fevel of confidence and precision for the saaple
for the resident survey and the survey instrument aod plan [or the business survey.

Task 2; SURVEY ADMINISTRATION

Adminisiering the Saevey, ETC Tnstinuie nnderstands that the City would like the snveys
ndrainistersd by phone. BYC has an in-house call center. We are capable of administering the
survey entirely by phene or entively by mail. One option thet might be considered is the negative
irapact that caller 1D Dy had on phone survey sesponss rates in recent years. Becanss of that,
we often administer surveys udiag a combination of maif and phone o maximize the overall
level of response. BEvenif people do not respond by mail, people who reccive the mailed version
of the survey are significantly more likely to respond to tho survey by phone because they know
the survey Is lepiimate.  The costy for administering the savey by phone only or a combination
of mailphone are the ssme.

Specifically, we recommond the following strategy for ndministering the surveys.

e  Phons interviewers working in ETC Tnstitute’s call center will rehearse the phone version
of each survey. All interviewers will review the protoeol for the administration of the

BT Tustitute ’ - Work Plan - 3
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Statement of Work

survéy vl & supervizor; special attention will be paid to the freatment of non-English
speaking responderds, parficuiarly those who speak Spanish.

BTG Institnte will tegt the sirveys with o feast 20 residents before the swveys are
adroinistered. Any probloms or issues that are identified will be yeported to thie Cily and
corrective action witl be recommended and mken as approprinte.

ETC will provide the City with sample press releases thal san be used tonotily e public
aboul the survey.

Shonld the City choose the combination phone and mail survey oplien, the bilowing strategies
for admivistering the survey would be plemented.

A tofl-free phone number (o assist respondents with fhe survey will e operational three-
dags before the survays are matled (if the mail option is seleeted).

Surveys will be muiled t esch of the residents In the sample frame. Only one swrvey per
household will 2 sent, Postage-paid exvelopes will be provided to cach tespondent. A
30-second recorided megange iv seni 1o everyone i the sample, to alext them to the
arrival of the survey snd address tae Smporianee of (heir input for the Ciy,

Seven days afier the surveys are mafled BTC Tnstitute’s phone infervicwers will bepin
making follow up phone cally 10 each of e persons in the sample frame, Phone follow-
ups witl sipnificantly norease the respanse wate, This will gready reduce the probability
that the resuits gre affected & nov-vesponse bias, Mon-response bias can be a najor
drawback fo surveys that are administered hy mail or phone slong. Peisons who indicele
it they have alroady retomed the survey will ha fhanked. Persons who have nof
complotad the survey will be given the oppurtanily to complste the survey by phene,

Phone follow-ups will be concentrated in avess where the response to the mail survey i
low to ensore the survey is repirssentafive of the catie City.

Ensering Represemtation for Nom-Knglish Speaking Pepulations. ETC Institute has
administered surveys in many comnmnites across the United Statey where a high percentage of
the population. does rot speak Euglish as a first language. As o result, we are seasitive to the
importance of ensaring that non-English speaking populations are preperdy represented in the
stovey. Ti ovder to ensure that the non-Enplish speaking residents of Coral Springs sre well
represented, FEC Institute will do the folfowing:

L4

If the mail/phone combinatian is chosen, the cover lettor that is sent wifh the mail version
of the survey will contain information that is toslaed into Spanish (and other languages
if needed).

i nsiitie ) Work Plan - 4
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« ETC Insitote will establish a toll-free phone number that non-English {and Eoglisly
spaaldng residents can ol Spanish speaking interviewers from our firm will be available
16 administer the survey over (he phone 1n Spanish. Other Janguages can be made
available i needed.

e A demogeaphic quesiion will be includer in e survey that asks whieh languages other
than Fnglish are spoken in the home. This will alfow us {o ensure thal non-Eaglish
speaking popalations are well represented in the semple.

Maintain Quality Contrel. ETC Institute rocopnizes that quality controt will be oritical o the
overall success of The projoct. I the City's decision makers do not believe (hat the survoy dae
are accaute, the resplis of this study will have litke value io the communily.

The project’s success, inmany ways, will be dependent ore the mansgemant of data colleetion
and processing activides. Although it is importani. ty ensure that high sfandards of quality are
Toaintained duing all lasks in the project, feilure w achizve fhese standzeds during e data
collection und data processing poxtions of the project will jeopardize the overall sueoess of the
project.

BT Inslitate has an ongoing guality assurance progam in place.  This program has beent
developed and refined through our experience with hundreds of smdies that invelved the design
and admimisiration of swrvevs, Our quulity assurace program is dirsctly monitored by fhe
company President, Dr. Elaine Tatham, snd the company vice-prosident, Christopher Tatha.
The program is desigued fo give clients “error free” resulls, and all employeos ot ETC Institute
arc dircctly involved in the program. '

Dr. Blaine Tathaw and Chas Tatham ave astive members of the Madket Research Associnten.
The quatity control methods used by ETC Tnstiluts have been reviswed by exteral orgenizations
including the American Water Works Associaton Hesearch Founduiion and the Uniled States
Office of Management and Budgel. Scme of the basic elements of ETC Insiitule™s quality
asgurange process indude the following:

¥ Training of phone nterviewers. All phone interviewers arg xequired to complete ETC
Justitute’s in-fonse frajning program.  The progmm ieashes new employees the
appropriate methods for condneting interviews, howr to respond to different gituations that
may ocour, and how 1o properly record xesponses.  All intervicwers work dimetly under
the supervision of an experienced supervisor, AT interviewers will receive specialized
training for these surveys before they begin conducting interviews.

¥ Comprehensive survey design and roview proeess. Al swrvey instruments will be
reviewsd by each meniber of the Cley's project maamagement tean and all senior members
of BYC Institate’s team 1o ensure that 2l issues are adequately addressed.

FTC Tastituic Wark Flan -5
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¥ Data entry fiekds will be fimaited fo specific rangies to mindhmize the probability of

error. The dita processing syatem that will be used by our firm for the stedy alerts data
entry personng] with an andible alapm if entries do not conform to these specifications,

¥ BTC Tastitute will seloct at loaat 10% of the records at random for verification. A

supervisor will match secords i the dats bdses against the comesponding swrvey to
ensure that the data entey is acourake and complere,

# Sampling Methodology. Damographic questions will be inclisded on sach of the survey

instruments.  The domographic data will be used ¢ poaitor the distrbulion of the
respondeats to ensure that the responding population for each sarvey is representative of
the universe for each sample.

Deliverable Tasd 2 BTC Instinde will provide: a copy of the oversl] results to each question en
the survey,

Task 3: ANALYSIS ANG REPORT

EXC Instinge will submmit a final repoat to the City of Coral Bprings. This repoat will include but
not be liroited o the following itemns;

L]

'l

Executive sumimary of survey methodologe and findings (resident/business)
Charis depieting the overall results of the survey (resident/business)

Renchmarking comparisons with other communities both nationally and in the mid-west
(resident only)

An imporiance-satisfction analysis {resident only)

Tsbular dats that shows the ovemll results for cach question on the swvey
{resident/husingss)

Crosy tabular data for the sub-seotivns the Cily chooses (regident only)

A copy of The smrvey Instroment. {residoal/business)

Defiverable Task 3: BTC Institete will prepare and subrait 10 bound copies of the final sopord
and 1 electronic copy of the fionl report in & pdf forsmat,

ETC Instibste Waork Plan - 6
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Benclirnarking Data dnelygis, ETC Institele’s experience with community satisfaciion sarveys
fot locsl governmental prganizations provides vs a voique capability for assessing the meaning
of sutvey results, For example, suppose that 70% of the residents strveyed swe satisfied with the
mainteranca of City streots. Is fhmt good of bad? Without comparative data, it is ofen difficult
to intstpret the significance of survay findings, witich makes if even more difficult to make
meaningfial recormmendadons,

Samples of BEXC stitwtes citfven. survey benchmarking data ave provided below and on the
following page.
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Overall Satisfaction With Malnfenance - 2005
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Staterment of Work

Dpportance-Satisfuction Matrix dnalpsis. The Importance-Satisfaction rating is based on the
concept thet public agencies will magimize oversll customer safisfacion by emphosiziog
improvements in those areas whers the Ieved of satisfaction is relatively Jow and the peroeived
importmée of the service is relulively high. ETC Institle will develop an Importance-
Satisfaction Matrix fo display the perceived importznce of core setvices agaiust the pereeived
quality of servics delivery. The two axes on the matrlx will represent Satisfaction and relutive
Imporiance,

ETC Institule carrently provides this snalysis for dozens of governmental organizations. The -8
Omportance-Satisfaction) matrlx allows public officials t analyze the sucvey daia as desoribed
below. A copy of amatrix is pravided on the following page.

o Contivued  Enphasls  {above avevage Imperignee  and  above  average
satisfection).  This area shows where the agency is meefing customer
expecialions. Hems ip this ares have o diguificant fmpact on the customes™s
oveiall level of satisfaction. The agensy shonld maintain {or sfightly increass)
enphusis on iems in this aren.

o Excewding Expectations (below averuge importunce and abave gveruge
sefisfection).  Vhis area shows where the agency is petforming significantly
befter than cuskumers expect the erganization to peclon.  ltems in %is aea do
not sigrtficantly impact the customer’s ovesall level of satisfaction. The ageney
should matntain (or slightly decrense) cnaphasis on items in this ares.

o Opporunities for Tmprovesient {ebove average hmportonce and below wvernge
- swifsfaction). This area shows where the agoney s not peforming as well as
rosidents oxpect the agency 10 performy,  This area has & significant impact on
cusiomer satisfaction. The agency should DEFINITELY increase emphasis on
items i this sgca.

o Less Yperlont (below average dnporience and below average setisfuction).
This swea shows where the agency is ot performing well relarive 1o the agency’s
parformance i vther atcas; however, this area iy generslly considered do be less
imporiant to regidents. This asea does not significantly itapact the oustomer’s
evezall level of satisfiction because the items rated ase less important o residents.
The agency should maintaio curcent levels of emphasis on itemy in this srea.

BT Insritute Work Plan - 9
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OPTIONAL Tosk 3.1 Geocoding/GES Applications: BTC Insitute can geocode the address of
the responding bouseholds to latiude and longitede coordinates. This will allow the rosults of
the survey to be displayed gaphically on maps of the City.  ETC Institute will areste up to 15
raps that show which panis of the city heve the fowest and Hghest concentrations of satisfaction.
GIS mapping js an effective tool for communicating the results of the sarvey to elected officials
and the goneral public. For example, the snap on the fellowing pape identifies areas of Aslingion
County, Virgiode, where residenis do aot feel safe in their peighborhoods af aight.  The shaded
colors on the map coxrespond {o the level of sardsfaction.

. .

| Potentinl Aveas fi
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JprionNal Tack 3.2: Develop Performance Measures/fudices, We vecommend using survey

dat to ereate performance indices thal can be used to objectively assess the City's performance
in key areas of over time,  BTC Instiute rowtinely develops such mcasugmments 151 a wide range
of povernmenta) agencies, inchuding public wilities, depaitents of wansportation, city and
sounty governments, snd others. The chart below shows the composite performance index that
was geansnted from cugtomer satisfhotion survey data collected by BYC Institute for the Cliy of
Fart Warth,

Customsr Saicl fndex

Deyelapiven index ¢

Matobamance & Appesiiante bdes

Overd] Performnhoe index

Be  IpG¢ 200 s0h 40U S0 6D J00  wof

[E2002 E22003 802004 |

Saupep: BIC Insiitore DisabionFindar (004 - Kore Wonly, TX)

OPTIGRAL Task 3.3; Conduct Canvensus Buildiny Worksfiops, At the end of the project,
ETC Institute could facilitate 4 workshop with senior managers and/or elocted officials from the
City. The workshop will be designed to uild conscnsus arond four to five “top priorites™ for
the City frased on the sesulis of the surveys. The workshop will help set the stage for acceptance
of the recommendations #s well as sction that will Jead fo the implementation of Toitiatives that
will support the resoromendations.
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Project Schedrde for the Resident and Business Surveys

ETC Institate’s rescarch plan has been designed to complete each project in 2 10-12 week
window. Work could begin as early as Gotober 7, 2010 foi vour 2011 resident survey. Since
the surveys wdill be adosinistered in-house, the compliction date for cach praject is complefely
within our confrol. If desired, we can meel a more ambitious timeline, Here i5 g sample time-
hine for the rosident survey:

Becember 1§ — Janunry 3¢

Tnitial meeting with City siaf¥ to discuss survey goals & objeclives

Survey schedsle and contract are finalized

EIC Insfimte provides the City with deafl} resldent survey

City siaff veviow the consent of the drmil survey snd provides feedback to BTC Instinte
LTC Institute revises the survey based on fuput from stafi’

BTC Tnstimte provides the City with the final ssmpling plen specifications
BT lustitate conduets a pretest of the sorvey

Results of the prefest me reporied to the Ciy and discussed

BTC Institude revises the sorvey a8 necessary

City approves the survey insteurasats

£ 8 & ¥ 0 5 & 3 & @

Jannary 38 — Marck 15

Proas releases issued

Trata coliection hegius

Drata collection i3 complated

Fiest Tine tabular sesults provided to the Civy
Dt report subrnitted

Drisenss changes 1o deaft veport

Final Report dolivered TBA

=

aoncqoel

o Do site visit to conduct fonnal presentalions

Work Plan - 14
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