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Request for Information (RFI) 
 

Customer Experience Market Research Survey 
at  

Washington Dulles International and Ronald Reagan Washington National Airports 
 

Issue Date:   March 24, 2014 
Due Date for Submissions: 3:00 PM, April 28, 2014  
Expressions of Interest Reference: “Customer Experience Market Research Survey” 
Issued by: Metropolitan Washington Airports Authority at http://www.mwaa.com 

PURPOSE 

The Metropolitan Washington Airports Authority (Authority) is seeking creative suggestions from potential 
vendors concerning the creation and recommendation of survey instruments to be used to gather information 
from passengers on their airport experience; and measure customer satisfaction with the Authority and its 
facilities and services at Washington Dulles International Airport (IAD) and Ronald Reagan Washington 
National Airport (DCA). The Airports Authority’s intent with this Request for Information (RFI) is to obtain 
information to assist it in the development and implementation of effective and flexible survey methodologies, 
technologies and instruments that can be in operation as early as the Q3 2014.  The Authority also seeks 
information from vendors that may assist in the development of a Statement of Work. 

OBJECTIVE 

The Authority seeks information from experienced vendors capable of designing and implementing quantifiable 
passenger survey instruments. The objective of the research is to provide the Authority with an effective 
method to gather usable survey responses that will ultimately help the Authority develop strategies to enhance 
the traveling public’s experience.  Survey instruments and proposed methodologies should address the needs 
of the Authority by providing: 
 
1. A cost and time efficient means of capturing and measuring passenger needs in an airport environment, 

resulting in action plans designed to improve customer satisfaction. 

2. A methodology that captures relevant, quantifiable data that can benchmarked overtime.   

3. Preferable survey methodologies, including technologies, should leverage a web-based, vendor-hosted 
solution such as the Sofware as a Service (SaaS) model.  The recommended solution must emphasize 
ease of use and availability to Authority offices for independent use and analysis. 

BACKGROUND 
 
The rapidly changing competitive environment for airports is driving the need for market research that goes 
beyond traditional customer satisfaction surveys. Past research included an intercept survey, a written 
questionnaire printed on a self-addressed mail back form and a supplemental written survey.  The results used 
by a variety of Authority offices, provided information that was quantifiable and benchmarked over time.   
 
Both Airports are experiencing the results of recent changes in the aviation industry and the effect on the 
facilities and passenger experience.  It is important that the Authority continue its efforts to communicate with 
its customers and be proactive it its approach to satisfy the market.  
 
The Authority’s emphasis in this RFI is to identify vendors with the capability to create, implement, benchmark, 
analyze and report on current passenger impressions of the Airports and their services and facilities.  The 
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information gathered in response to this RFI will be used for planning purposes and to potentially develop a 
Request for Proposals (RFP) for a new Customer Experience survey at the airports.   
 
Most of the information gathered will remain confidential and proprietary to the Authority, but the vendor will 
work closely with the Authority’s Communications Office to determine what information can be released to the 
public.  
 
The Authority seeks data quality improvement, production efficiency and cost savings using new technologies 
and methodologies in its market research efforts. Through the reduction of manual processes, the revised 
survey instrument will have the capability to quickly and automatically track changes in the data, reducing 
production time and allowing for real-time changes in questions and strategies.   
 
Ideally, the proposed new research methodologies should allow for: 
 

 A cost and time efficient approach to gather maximum customer feedback using the latest technologies 
available.  
 

 A concise questionnaire that captures relevant and quantifiable passenger feedback, as well as 
customer comments on their wants, needs and suggestions and expectations.  
 

 Results that can be benchmarked over time, as well as analyzed and cross tabulated by a variety of 
categories such as demographics, travel preferences and terminal location. All data should be archived 
for the Authority’s future reference. 
 

 Data that can be converted into annual action plans that would be used by a variety of Authority offices 
to develop and implement programs aimed at improving customer satisfaction. 
 

 Short and long-term data analysis resulting in customer service initiatives.  
 

 Survey responses received from customers participating in the Authority’s customer loyalty program 
should be capable of extracting that data for incorporation into the Authority’s future Customer 
Relationship Management (CRM) solution. 

 
All information gathered by the Contractor on the Authority’s behalf is confidential and proprietary to the 
Authority   
 
REQUESTED INFORMATION 
 
The Respondents should submit a capability statement responding to each of the following needs: 
 
1. Provide qualifications and capabilities of your organization including: 

a. Organization information: overview of company, services, and resumes for key individuals. 
b. Experience working on projects of a similar size and scope. 
c. Capability: demonstrate your organization’s capacity to develop and implement the necessary 

requirements within the proposed timeline. 
d. Financial viability: demonstrate your firm’s ability to responsibly enter into agreements of the 

size and duration required for this project. 
 

2. Explain past firm and individuals’ experience working with this type of project and describe its success. 
 
3. Provide details concerning your interest in this project. 
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4. Please submit creative ideas and solutions and other relevant information that we should take into 

consideration in development of the SOW. 
 
Questions 
 
1. Describe the security and accountability components of your solution (for example, internal controls, 

workflow tracking, checklists, and business rules.) 
 

2. The Authority is moving towards a Customer Relationship Management (CRM) solution, where the 
organization can develop and maintain a database of enrolled passenger information for future use, 
including, but not limited to, a future “loyalty program”. Discuss proposed solution and capability to 
integrate with the Authority’s future data tracking. 
a. Describe the standard reports produced by the solution. 
b. Describe the file formats compatible with your solution. 
c. Describe the file format of the output file generated by your solution. 
d. Describe how the operator and administrator interface with the system.  
e. Please supply some sample user interface screens in your response. 

 
3. Customization 

a. What 3rd party products do you recommend with your solution?  What functionality do they 
provide? 

b. Provide 3 examples of ways your solution has been customized. 
c. Describe the components (hardware and software) of your solution and the functionality of 

each. 
d. Describe the recommended technical architecture of your solution, including recommended 

hardware platform, servers, workstations, printers, operating systems, communications, 
database platform, etc. 

e. Describe the software components of your system and the industry standards they are based 
upon (i.e., Service-oriented Architecture (SOA), XML, web services) 

f. Describe your approach to system maintenance, both the hardware and software components.   
 

4. General Company/Product Information 
a. By your estimation, what percentage of your market have you captured?  Please explain how 

you define market. 
b. Indicate the total number of customers using your solution. 
c. Describe any restrictions or limitations for the above recommended architecture components.   
d.  Describe where your product is in its product life-cycle.   
e. Can a trained user/administrator create custom reports?  If so, what type of reports can be 

created?   
f. Describe your approach to enhancements, maintenance, release updates, and patch 

management of the solution. 
g. Describe the flexibility of your solution.  Which parts of your solution require vendor 

involvement?  What types of maintenance, modifications and enhancements can be made by a 
trained administrator or end user? 

h. Describe your product warranties. 
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i. Describe your primary pricing model and the potential value of the model to the prospective 
purchasers. (Since this is not procurement, this is not a request for a pricing, at this time). 

j. Describe your primary method of pricing training (per type – operator and administrator; 
individually; in groups). 

k. Do you offer training delivered through recommended third parties or business partners? 
l. Describe recent technological advances made in the industry which you now incorporate into 

your approach.   
m. Do you provide a Software-as-a-Service (SAAS) or cloud solution?  
n. Recommend what kind of statistics, documentation, and information that the Communications 

Office should furnish in a future solicitation and what the significance or criticality of that 
information would be on the success of the procurement.  Also, please provide any additional 
clarifications or areas for discussion that should be considered.  All input is valuable to us. 

 
RESPONSE/SUBMISSIONS TO THE RFI 

The above ‘Requested Information’ must be provided by the respondent in its RFI submission as an e-mail 
attachment in Adobe Acrobat PDF format addressed to contracting@mwaa.com, with “Response to 
Customer Experience Market Research Surveys” in the subject line or before the due date and time indicated 
on the first page of this RFI.   

Email attachment submissions, in Adobe Acrobat PDF format, shall be no more than (25) 8-1/2” x 11” text 
pages (using a font not smaller than 11 pt.) and shall not exceed 10 MB in file size. 

All submittals must include the respondent’s contact information, including company name, principal contact 
name and title, mailing address, phone number and an email address of respondent’s principal contact. 

By providing information as a response to this RFI, respondents are consenting to its use and consideration by 
the Airports Authority. 

USE OF RESPONSES BY THE AIRPORTS AUTHORITY 

The responses to this RFI will be used by the Authority for planning purposes and to potentially develop a RFP 
for a Customer Experience Market Research Survey. All information will become property of the Authority. 

DISCLAIMER 

No warranties or representations of any kind are made by the Authority.  The Authority does not intend to 
award a contract on the basis of this RFI or to pay for the expressions of interest solicited.  The Authority 
reserves the right to cancel this RFI at any time with or without notice to proposers and without liability. 


