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METRO RTA 
CUSTOMER EXPERIENCE AND SERVICE PERFORMANCE 

COMMITTEE MEETING AGENDA 
ROBERT K. PFAFF TRANSIT CENTER BOARD ROOM 

THURSDAY, APRIL 16, 2026 

           ITEM 1: CALL TO ORDER 

ITEM 2: APPROVAL OF MINUTES FROM THE MARCH MEETING 

ITEM 3: SUB-COMMITTEE REPORTS: 

Frontline Team Members | Eric Scott 
• KPIs (Page 5)

Maintenance Report | Zach Smith 
• KPIs (Page 5)
• Maintenance On Wheels (M.O.W.)

Operations Report | DeHavilland McCall 
• KPIs (Page 6)

ITEM 4: RESOLUTIONS FOR CONSIDERATION 

Resolution 2026-12 | Jarrod Hampshire 
A resolution authorizing the award of a contract for the purchase of 
Computer Aided Dispatch Software and Equipment to Swiftly, 
Incorporated (Page 7) 

ITEM 5: OTHER BUSINESS: 

ITEM 6: CALL FOR ADJOURNMENT 
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METRO RTA 
CUSTOMER EXPERIENCE AND SERVICE PERFORMANCE 

COMMITTEE MEETING MINUTES 
ROBERT K. PFAFF TRANSIT CENTER BOARD ROOM 

THURSDAY, MARCH 19, 2026 

Trustees Present: Mark Derrig, Dana LaGarde, Robert DeJournett, Donald Christian,  
Bob Konstand, Nicole Squire, Renee Greene, Christine Marshall,  
and Chuck Rector 

Trustees Excused: Gary Spring and John Valle  

Trustees Absent:  Dave Prentice  

METRO Team  
Members Present:      Dawn Distler, Tatia Harris, Gert Wilms, Jarrod Hampshire, Jay Hunter, 

Eric Scott, DeHavilland McCall, Molly Becker, Jessie Dent,  
Kyle Stewart, Brynn Overly-Nguyen, Laura Adkins, Zach Smith, 
Quentin Wyatt, Kyle Moeglin, Grace Doyle, Nathan Leppo, Lane Evans 
and Leslie Rashid 

CALL TO ORDER 

Ms. Christine Marshall called the meeting to order at 9:01 am. 

APPROVAL OF MINUTES FROM THE FEBRUARY MEETING 

Ms. Dana LaGarde made a motion to approve the minutes of the February meeting.  
Mr. Chuck Rector 2nd the motion. The minutes were unanimously approved. 

SUB-COMMITTEE REPORTS 

2025 Highlights | Eric Scott 
Mr. Scott provided a detailed wrap up for 2025. 

Operator Retention Report | Eric Scott 
KPIs were reviewed.  

Maintenance Report | Zach Smith    
KPIs were reviewed. 
Mr. Smith provided detailed information regarding Maintenance on Wheels. 

Operations Report | DeHavilland McCall 
KPIs were reviewed.  

DRAFT
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RESOLUTIONS FOR CONSIDERATION 

OTHER BUSINESS 

CALL FOR ADJOURNMENT 

Adjourned at 9:14 am.  

DAWN S. DISTLER,  
CHIEF EXECUTIVE OFFICER/ 
SECRETARY-TREASURER 

________/________/____________ 
Date (MM/DD/YYYY) 

DRAFT
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COMMITTEE ASSIGNMENT: 
CUSTOMER EXPERIENCE AND SERVICE PERFORMANCE 

RESOLUTION 2026-12 

A resolution authorizing the award of a contract for the purchase of Computer Aided Dispatch 
Software and Equipment to Swiftly, Incorporated 

WHEREAS, METRO entertained a Request for Proposals, advertised through OpenGov.com 
and The Akron Beacon Journal for qualified firms to provide a modern, integrated Intelligent 
Transportation System (ITS) solution with a core Computer-Aided Dispatch/Automatic Vehicle 
Location (CAD/AVL) system. 

WHEREAS, Proposals were received and evaluated from the following companies: 

Swiftly, Inc. – San Francisco, CA ETA Phi Systems, Inc. – Boca Raton, FL 
Avail Technologies – State College, PA GMV – Los Angeles, CA 
EQUANS – Sandy Springs, GA Clever Devices – Woodbury, NY 

WHEREAS, An eleven (11) member evaluation panel consisting of METRO team members 
from Operations, Planning, and Maintenance reviewed and evaluated the aforementioned 
proposals and determined that Swiftly, Inc. provided the most complete overall proposal to meet 
the requirements set forth by METRO.  

WHEREAS, METRO is recommending a 5-year agreement with an amount not to exceed 
$6,766,272.08

NOW, THEREFORE, BE IT RESOLVED, by the Board of Trustees of METRO Regional 
Transit Authority that: 

1. A contract be awarded to Swiftly, Inc. in an Amount not to exceed $6,766,272.08
2. The Chief Executive Officer/Secretary-Treasurer is authorized to execute said

contract,
3. All formal actions of this Board of Trustees related to this Resolution and all

deliberations of the Board of Trustees and any of its committees that resulted in such
formal action were in meetings open to the public in compliance with all legal
requirements, including Section 121.22 of the Revised Code.

DATE ADOPTED: April 28th, 2026, 

_______________________________       ____________________________________ 
MARK DERRIG,  DAWN DISTLER,  
PRESIDENT   CHIEF EXECUTIVE OFFICER/ 

SECRETARY-TREASURER 
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