TExpress/Trans-Amigos Express Satisfaction Survey
FY 2012
(September 1, 2011 to August 31, 2012)
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Introduction

Trans-Amigos Express (TAE) is an Amigos-wide courier service offering low-cost, rapid pick-up and delivery of ILL items among participating libraries.  TExpress, which interfaces with TAE, is a courier service that provides 5-day-a-week, 3-day-a-week and 2-day-per-week pick-up and delivery services to participating libraries within Texas.  
Annually Amigos surveys TAE customers to learn about satisfaction and suggestions for continuous improvement.  This report, prepared for the Texas State Library and Archives Commission, summarizes the responses of the TExpress participants only. A link to the survey was emailed to 300Texas participants with the purpose of gathering feedback on satisfaction levels among users. Eighty-two surveys were submitted for a response rate of 27%. Results of this survey will be compared with historical results when applicable.  

Please note that participants’ responses determined the order the questions were presented. The survey questions are listed in Appendix A.
Survey Analysis
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From September 2011 through August 2012, did you contact Amigos Library Services for assistance with the TAE/TExpress courier service?
Chart 1: Contact with Amigos Customer Service

Out of the all of the respondents, 74% of the respondents said they contacted Amigos, and 26% of the respondents had not.  The results indicate that the majority of the libraries participating in the TExpress courier service contacted Amigos if they had questions or concerns regarding their service. 
2. Did you experience any service issues with the courier service that you did not report? 
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Chart 2: Amount of Unreported Service Issues
If respondents answered no to question one, they were asked the above question.  95% of the libraries that did not contact Amigos also did not experience service issues.
3.    For what reason(s) did you contact Amigos for customer service? 
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Chart 3: Reasons for Contacting Amigos Representative
Respondents who answered yes to Question 1 were asked the above question. 29% of the respondents contacted Amigos to report a problem, 25% of the respondents asked a question or made a request, and 46% of the respondents reported both a problem and asked a question or made a request. 
4.    How did you first contact the TAE/TExpress representative at Amigos Library Services for a service issue?
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              Chart 4: Division of Methods for Contacting Amigos Representatives
Respondents who answered yes to Question 1 were asked the above question. Although the use of the online service form increased by 2% this fiscal year, respondents reported that email and phone call remained their preferred contact method.
5.    What type of service problems did you have with the courier from September 2011-August 2012?
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Chart 5: Service Problems Reported to Amigos
Respondents who answered yes to Question 1 were asked the above question. 31% of respondents reported they experienced problems with the driver not showing up, and 33% of respondents said they had problems with lost items. 10% of respondents experienced inconvenient delivery times, 9% reported slow turn-around time, and 17% reported drivers delivering wrong items. Results indicate the biggest problems experienced were drivers not showing up and items lost in transit. “Other” responses are listed in Appendix B.
6.    What type of service problems did you have with the courier from September 2011-August 2012?
Respondents who answered no to Question 2 were asked the above question. Respondents were given the same categories as Question 4. The data indicates that the only problem the 5% of respondents who did not contact Amigos experienced was a lost item.
7.    What is your overall satisfaction with problem resolution?
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              Chart 6: Problem Resolution Satisfaction Level
Respondents who answered yes to Question 1 were asked the above question. In FY2012, 49% of respondents rated their overall satisfaction with problem resolution as “Excellent” this is compared to 26% in FY2011.  This is a 23% increase in “excellent” handling of problem resolution.   There were no “Poor” or “Very Poor” responses.
8.    What is your overall level of satisfaction with customer service when contacting the TAE/TExpress courier representative at Amigos? 
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             Chart 7: Customer Service Satisfaction Level
Respondents who answered yes to Question 1 were asked the above question. Responses indicate an increase in satisfaction with customer service at Amigos.  Again, in FY 2012 the “Excellent” category increased from 70% in FY 2011 to 74% in FY2012.  There were no “poor” or “very poor” responses.
9.    Did you report monthly statistics during FY2012?

99% of respondents said they reported monthly statistics.
10.  What prevented you from reporting statistics each month?

There were no open-ended responses to this question.

11. What was your overall level of satisfaction with delivery turnaround time for items shipped via TAE/TExpress? 
See chart in question 12.
12. What was your overall level of satisfaction with delivery turnaround time for items received via TAE/TExpress?
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          Chart 8: Turnaround Time Satisfaction Level
Note: Horizontal Axis Categories - VP= Very Poor, P=Poor, S=Satisfactory, G=Good, E=Excellent
Results indicated more satisfaction with items shipped fiscal year. In FY2011, 33% of respondents rated their satisfaction with items shipped as “Excellent,” and 33% of respondents rated their satisfaction with items received as “Excellent.” In FY2011, 49% of respondents rated their satisfaction with items shipped as “Good”, and 50% of respondents rated their satisfaction with items received as “Good.” 
In FY2012, 67% of respondents rated their satisfaction with items shipped as “Excellent,” and 21% rated their satisfaction with items received as “Excellent”.  56% of respondents rated their overall satisfaction with items received as “Good.”  
13.  What is the value of the courier service compared to the price paid?
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      Chart 9: Value of Courier Service to Price Paid








        In FY2012, 81% of respondents found the service to be “Good” or “Excellent,” compared to 85% of FY2011 respondents who rated the service to be “Good” or “Excellent.” 
14. What is the overall quality of the courier service?
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Chart 10: Overall Quality of the Courier Service
In FY2012, 87% of respondents rated the service as “Excellent” or “Good” which is a 3% increase from FY2011. 
Key Findings

In FY2012, 87% of respondents rated the quality of the courier service to be “Good” or “Excellent” compared to 85% in FY2011.  Also in FY2012, 81% rated the value of the courier service compared to the price paid to be “Good” or “Excellent.” 
Satisfaction with problem resolution has improved this year with 85% of respondents rating their overall satisfaction as “Excellent” or “Good”.   This is an 11% increase in satisfaction over last fiscal year. 95% rate Amigos overall customer service as “Excellent” or “Good”.   
77% of respondents rated their satisfaction with turnaround time for items shipped as “Excellent” or “Good”, while 67% of respondents rated their satisfaction with turnaround time for items received as “Excellent” or “Good”.
The two biggest issues with the courier service were problems with a driver failing to arrive for their scheduled service and items lost in transit. 
Appendix A

FY2012 Customer Satisfaction Survey Questions

Thank you in advance for taking your time to participate in the 2012 Trans-Amigos Express/TExpress Courier Survey. 

This evaluates the service you received between September 2011 and August 2012. When responding to the questions, think about your experience during that time period.

1. Please enter your City, State. 

2. From September 2011 through August 2012, did you contact Amigos Library Services for assistance with the TAE/TExpress courier service?

a. Yes (skip to Q4)

b. No

3. Did you experience any service issues with the courier service that you did not report?

a. Yes (Skip to Q7)

b. No (Skip to Q11)

4. For what reason(s) did you contact Amigos for customer service?

a. To report a problem 

b. To ask a question or make a request (Skip to Q8 if this is only checked)

c. To report a problem AND to ask a question or make a request

5. How did you first contact the TAE/TExpress representation at Amigos for a service issue?

a. Phone call

b. Online service form (s) found on the Amigos website

c. Email

6. What type of service problems did you have with the courier from September 2011-August 2012 (Check any that apply)?

a. Driver not showing up
b. Lost items  
c. Inconvenient delivery time
d. Slower turn-around time
e. Driver delivered wrong items

f. Other_________
7. (For  Q3a respondents) What type of service problems did you have with the courier from September 2011-August 2012 (Check any that apply)? (Skip to Q11)

a. Driver not showing up
b. Lost items  
c. Inconvenient delivery time
d. Slow turn-around time
e. Driver delivered wrong items

f. Other_________
8. What is your overall satisfaction with problem resolution?

a. 1 = Very poor, 2 = Poor, 3 = Satisfactory, 4 = Good, 5 = Excellent

9. What is your overall level of satisfaction with customer service when contacting the TAE/TExpress courier representative at Amigos?

a. 1 = Very poor, 2 = Poor, 3 = Satisfactory, 4 = Good, 5 = Excellent
10. Did you report monthly statistics during FY2012?

a. Yes

b. No

11. What prevented you from reporting statistics each month?
12. What was your overall level of satisfaction with delivery turnaround time for items shipped via TAE/TExpress?
a. 1 = Very poor, 2 = Poor, 3 = Satisfactory, 4 = Good, 5 = Excellent
13. What was your overall level of satisfaction with delivery turnaround time for items received via TAE/TExpress?
a. 1 = Very poor, 2 = Poor, 3 = Satisfactory, 4 = Good, 5 = Excellent
14. What is the value of service compared to the price paid?
a. 1 = Very poor, 2 = Poor, 3 = Satisfactory, 4 = Good, 5 = Excellent
15. What is the overall quality of service?
a. 1 = Very poor, 2 = Poor, 3 = Satisfactory, 4 = Good, 5 = Excellent
Appendix B

Question 4 “Other” Responses: What type of service problems did you have with the courier from September 2011-August 2012?
The driver was just late.

More shipping bags and barcodes.
Ran out of bags.
Mostly problems with fill-in driver.
Needed bags.
We received no packages one day a week and then a large amount the other day.
Damaged item received through courier service.
Delivery time not consistent.
FY2012
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