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Request for Proposals 
Customer Service Training 

 

DATE:    March 15, 2012 
 
SUBMIT PROPOSALS TO: East Texas Council of Governments 
    AJ Dean – Fiscal Grant Manager 
    3800 Stone Road 
    Kilgore, TX  75662 
    Phone:  903-984-8641 ext. 265 
    Fax:  903-983-1440 
    Email:  AJ.Dean@etcog.org 
 

Proposals must be submitted in writing via mail, in person, or email.  If 
submitting by mail or in person, proposer must provide three copies of the 
proposal. 

 
SUBMISSION DATE: Proposal must be received in the ETCOG office by 5:00 PM (CST) on April 5, 

2013.   Proposals received after this time will not be considered.   
 
BACKGROUND: 
  
The East Texas Council of Governments (ETCOG) is a regional voluntary association of counties, cities, and 
other agencies across fourteen counties.  The region covers an area of 10,000 square miles and consists of 
Anderson, Camp, Cherokee, Gregg, Harrison, Henderson, Marion, Panola, Rains, Rusk, Smith, Upshur, Van 
Zandt and Wood Counties. 
 
Longview Transit, Tyler Transit, and the East Texas Council of Governments have engaged in an Alliance for 
Regional Mobility (ARM) to better meet the transportation needs of the East Texas region.  As part of this 
alliance, employees are required to obtain training in the areas of customer service, safety, and dispatch.  This 
includes educational efforts for transportation service providers to train operators and drivers to be sensitive to 
the needs of their customers/consumers, especially the elderly and disabled, and how to best meet those 
needs.   
 
SERVICES REQUESTED: 
 
The East Texas Council of Governments is requesting proposals from vendors with the ability to conduct 
customer service training for the three above mentioned organizations.  The selected vendor will be able to 
provide quality customer service training in group training sessions.  Training should provide knowledge, 
develop skills, and enhance employees’ ability to provide customer service in their daily work with customers. 
The end result of this training should provide customers a more positive impression of services; that of being 
friendly, safe, and one that they would feel comfortable in using. 
 
The target audience for this training will be bus drivers and dispatchers who interact with those customers that 
access transportation services.  The total number of trainees is estimated to be between 75 and 100 
individuals.  The selected vendor should be able to conduct group sessions ranging from 6 to 10 individuals 
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per session.  Multiple sessions will need to be provided in order to reach all trainees.  Training will need to be 
completed by May 31, 2013, with sessions beginning as soon as April 15, 2013.  If you organization has the 
capability to “train the trainers”, please indicate in your response. 
 
RESPONSE AND EVALUATION CRITERIA: 
 
If your organization has the capability to meet all, or most, of the requirements identified in the Services 
Requested section, we are interested in your response to this proposal.  Respondents should submit the 
following: 
 

1. Completed Attachment A 
2. Completed Attachment B (Consolidated Certification Form) 
3. A proposal not to exceed ten (10) pages detailing your organization’s ability to meet the services 

requested in this RFP. 
 
The selected organization will also need to complete an Ethics Certification prior to the commencement of 
services.  This item can be found with the RFP on the ETCOG website. 

 
Proposals will be evaluated and scored based upon the following criteria: 
 

1) Demonstrated Ability        30 points 
Proposer must demonstrate its ability to provide the services requested under this RFP. 

 
2) Quality of Service       30 points 

Proposer must demonstrate the quality of the service provided and value the service will bring to 
ETCOG. 

 
3) Reasonableness of Costs      40 points 

Based on hourly rate, daily rate, price per session, flat fee, and cost of materials. 
 
4) Total Possible Points       

               POINTS 

  (1) Demonstrated Ability    30   

  (2) Quality of Service      30 

  (3) Reasonableness of Cost    40 

  TOTAL POSSIBLE RATING POINTS  100 

 
ETCOG reserves the right to have the evaluation process conducted by an external/independent review team 
or have the evaluation process conducted by a review team consisting of ETCOG staff or any combination 
thereof.  Proposals received which do not provide the required forms, documentation nor contain the elements 
as required by the RFP may be determined to be non-responsive and will not be eligible for further 
consideration in the evaluation process.  ETCOG may request one or more of the highest rated proposers to 
provide a short presentation before an award is made.   

 

SCHEDULE 

 

RFP ISSUANCE DATE:  March 15, 2013 
 

QUESTIONS DEADLINE:  March 27, 2013 
 

PROPOSAL DUE:                    April 5, 2013 by 5 p.m. 
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EVALUATION AND AWARD PERIOD: April 5, 2013 – April 12, 2013 
 
CUSTOMER SERVICE TRAINING:  April 15, 2013 – May 31, 2013  

 

AGREEMENT TYPE / PROGRAM PERIOD 

 

The proposer which provides the best value will be invited to negotiate an Agreement for Services.  If an 
agreement cannot be reached, ETCOG will begin negotiation with the next highest rated proposer.  Final 
agreements will be subject to any changes needed as a result of changes in federal and state regulations.  
ETCOG may vary the program, change or extend the agreement period, as it deems necessary.  ETCOG 
intends to negotiate an agreement which may be amended to expand the scope of work.    

 
QUESTIONS  

 

Questions concerning this RFP should be e-mailed to ETCOG at AJ.Dean@etcog.org.  A copy of all 
questions/responses and amendments will be made available on the ETCOG website (www.etcog.org).  All 
documents relating to this RFP including, but not limited to, the RFP document, amendments, questions, and 
responses to questions will be posted on the ETCOG web site. It is solely the respondent’s responsibility to 
review this site and retrieve all related documents prior to the RFP due date. 

 

The East Texas Council of Governments takes no responsibility for informing recipients of changes to the 
original solicitation document.  It is the respondent’s responsibility to obtain a copy of any amendment relevant 
to this solicitation.  Failure to submit amendments with the solicitation response may be grounds for deeming a 
submittal non-responsive.  If any problems obtaining this Request for Proposals are experienced, please call 
(903) 984-8641 ext. 265. 

 

CONDITIONS 

 
1. ETCOG has the right to reject any or all responses for any or all products and/or services 

covered in this solicitation and to waive informalities of defects in such responses.  

2. ETCOG is not obligated to contract with any respondent to this solicitation. 

3. Consortiums, joint ventures, or teams submitting a response will not be considered responsive 
to the solicitation unless they have demonstrated in the response narrative that all contractual 
responsibility rests solely with a lead contractor. 

4. Lead contractors assume full responsibility for ensuring that work which is subcontracted is 
complete and delivered on-time. 

5. Materials submitted to ETCOG as a part of this response are considered public information 
unless otherwise noted in the response itself as trade secret or proprietary information.  ETCOG 
is not responsible for the return of creative examples of work submitted. 

6. Funding of any contract is contingent upon receipt of funds from the State of Texas and/or the 
United States Government. 

7. ETCOG will negotiate any contract approved as a result of this solicitation and may alter any 
part of a response in negotiating the contract. 

8. No employee, member of a Board of Directors or other governing body, or representative of a 
respondent who submits a response under this solicitation may have any contact outside of the 
formal review process with any employee of ETCOG, any member of the Workforce Solutions 
East Texas Board, or any member of the ETCOG Executive Committee for purposes of 
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discussing or lobbying on behalf of respondent’s response.  This contact includes written 
correspondence, telephone calls, personal meetings, email messages, or other kinds of 
personal contact.  ETCOG will reject responses of those respondents who violate this condition. 

9. No employee, member of a Board of Directors or other governing body, or representative of a 
respondent who submits a response under this Solicitation may offer any favor, gratuity, 
inducement, or anything of monetary value to any employee of ETCOG, any member of the 
Workforce Solutions East Texas Board, or any member of the ETCOG Executive Committee for 
purposes of influencing the evaluation of a response submitted under this Solicitation.  ETCOG 
will reject responses of those respondents who violate this condition. 

APPEALS  

 

Proposers who believe that they have been treated unfairly in the proposal review process or that there is a 
violation of federal law or regulation may file a protest.  The following procedures govern the filing of all 
protests.  Any appeal must be submitted within ten (10) days of the ETCOG Executive Committee’s approval to 
make an award as result of this procurement or within (10) days of the notification to all respondents of the 
result of this solicitation, whichever occurs first.  The appeal will be heard at the next regularly scheduled 
meeting of the Executive Committee of ETCOG, or at such other date set by the Executive Committee.  The 
protest must be filed in writing and sent to: David Cleveland, Executive Director, East Texas Council of 
Governments, 3800 Stone Road, Kilgore, Texas 75662. 
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ATTACHMENT A 
 

Response – Customer Service Training 
 

Name 
 
 

Address 

Title 
 
 
Organization Name 
 
 

Fax 

Phone 
 
 

Email  

Discussion of Qualifications 

Demonstrated Ability    
 
 
 
 
 

Quality of Service  
 
 
 
 
 

Reasonableness of Costs  
 
 
 
 
 

 
I certify that I have the legal authority to sign and submit this proposal on behalf of my organization to provide 
the proposed services. I hereby certify that the information contained in this attachment and any other 
submitted documents is true and correct and may be viewed as an accurate representation of proposed 
services to be provided by this organization. 
 
 

 

_______________________________________________ ___________________________________ 

Signature        Date 



Attachment B



Attachment B



Attachment B



Attachment B



Attachment B



Attachment B



Attachment B



Attachment B


