TExpress
 Satisfaction Survey
FY 2013
(September 1, 2012 to August 31, 2013)

[image: image16.wmf]56%

42%

2%

Contacted Amigos

Did Not Contact

Had unreported issues



Contents

2Table of Figures


3Introduction


3Survey Analysis


11Key Findings


12Appendix A


12FY2013 Customer Satisfaction Survey Questions


14Appendix B


Question 6 “Other” Responses: What type of service issues did you have with the courier that you DID REPORT from September 2013-August 2013? ……………………………………………………………………………………………..14
15Appendix C


Question 7 “Other” Responses: What type of service issues did you have with the courier that you DID NOT REPORT from September 2013-August 2013? ……………………………………………………………………………………………..15
15Appendix D


Question 13  Additional Comments on the TExpress Service………………………………………………………………………..15


Table of Figures

3Chart 1: Contact with Amigos Customer Service


4Chart 2: Division of Methods for Contacting Amigos Representatives


4Chart 3: Reasons for Contacting Amigos Representative


5Chart 4: Problem Resolution Satisfaction Level


6Chart 5: Customer Service Satisfaction Level


7Chart 6: Service Problems Reported to Amigos


8Chart 7: Service Problems Reported to Amigos


9Chart 8: Turnaround Time Satisfaction Level


10Chart 9: Value of Courier Service to Price Paid


10Chart 10: Overall Quality of the Courier Service


11Chart 11: Overall Quality of the Courier Service





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 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 207 Texas participants with the purpose of gathering feedback on satisfaction levels among users. Ninety nine surveys were submitted for a response rate of 48%.  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 2012 through August 2013, did you contact Amigos Library Services for assistance with the TAE/TExpress courier service?
Chart 1: Contact with Amigos Customer Service

56% of the respondents said they contacted Amigos for assistance.  42% of the respondents DID NOT contact Amigos because they didn’t have issues with their service; however, 2% said they did have issues with their service that went unreported.  
2.    How did you first contact the TAE/TExpress representative at Amigos Library Services for a service issue?
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              Chart 2: Division of Methods for Contacting Amigos Representatives
Respondents who answered yes to Question 1 were asked the above question.   Responses remained relatively consistent with those from FY 2012.  In FY 2013, the use of the online form increased 3% and those using phone calls to contact Amigos decreased by 2%.  
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.  47% of the respondents contacted Amigos to report a problem, 6% contacted Amigos to ask a question, 7% contacted Amigos to make a request, and 40% of the respondents contacted Amigos for a combination of the three. 
4.    What is your overall satisfaction with problem resolution?
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              Chart 4: Problem Resolution Satisfaction Level
Respondents who answered yes to Question 1 were asked the above question. In FY2013, 82% of respondents rated their overall satisfaction with problem resolution as “Excellent” or “Good”.  The “Poor” responses were initially incorrectly reported as 6%. The correct percentage is 5%.
5.    What is your overall level of satisfaction with customer service when contacting the TAE/TExpress courier representative at Amigos? 
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             Chart 5: Customer Service Satisfaction Level
96% of respondents rated their overall satisfaction when contacting Amigos as “Excellent” or “Good” .  There were no “poor” or “very poor” responses.
6.    What type of service issues did you have with the courier that you DID REPORT from September 2013-August 2013?
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Chart 6: Service Problems Reported to Amigos
28% of respondents reported they experienced problems with the driver not showing up, and 25% of respondents said they had problems with lost items.  13% reported drivers delivering wrong items, 8% of respondents experienced inconvenient delivery times, 6% reported slow turn-around time, and 2% said they did not have any service issues. Results indicate the biggest problems experienced were drivers not showing up and items lost in transit. “Other” responses (18%) are listed in Appendix B.
7. What type of service issues did you have with the courier that you DID NOT REPORT from September 2013-August 2013?
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Chart 7: Service Problems Reported to Amigos
26% of respondents reported drivers delivering wrong items, 19% said they reported all issues, and 19% said they did not have any service issues.  8% said they experienced problems with the driver not showing up, 6% of respondents experienced inconvenient delivery times and another  6% reported slow turn-around time while 4% of respondents said they had problems with lost items.  Multiple responses were allowed. “Other” responses (11%) are listed in Appendix C.
.
8 & 9. 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
In FY2013, 79% of respondents rated their satisfaction with items shipped as “Excellent,” or “Good” while 77% of respondents rated their satisfaction with items received as “Excellent” or “Good.”

 In FY2012, 77% of respondents rated their satisfaction with items shipped as “Excellent” or “Good” and 67% rated their satisfaction with items received as “Excellent”.  
10.  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 FY2013, 79% of respondents found the service to be “Good” or “Excellent”. 

11. What is the overall quality of the courier service?


[image: image10.png]70%

60%

50%

40%

30%

20%

10%

0%

0%1%0%0% 0%
—

29

Very Poor

Poor Satisfactory Good

HFY2009 HWFY2010 WFY2011 HMFY2012 MFY2013

Excellent




Chart 10: Overall Quality of the Courier Service
In FY2013, 85% of respondents rated the service as “Excellent” or “Good”.
12. How likely are you to recommend the TExpress Service to other libraries?
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Chart 11: Overall Quality of the Courier Service
79% of respondents said they would “Very Likely Recommend” and 12% said they have “Already Recommended” the service.  9% said they would “Neither recommend” nor “Not Recommend the Service”.
Additional Comments on the TExpress Service can be found in Appendix D.

Key Findings

In FY2013, 85% of respondents rated the quality of the courier service to be “Good” or “Excellent” compared to 87% in FY2012.  Also in FY2013, 79% rated the value of the courier service compared to the price paid to be “Good” or “Excellent.” 
82% of respondents rated their overall satisfaction with problem resolution as “Excellent” or “Good”.   96% rate Amigos overall customer service as “Excellent” or “Good”.   
79% of respondents rated their satisfaction with turnaround time for items shipped as “Excellent” or “Good”, while 77% 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

FY2013 Customer Satisfaction Survey Questions

Thank you in advance for taking your time to participate in the 2013 Trans-Amigos Express/TExpress Courier Survey. 

This evaluates the service you received between September 2012 and August 2013. When responding to the questions, think about your experience during that time period.

1. From September 2012 through August 2013, did you contact Amigos Library Services for assistance with the TExpress courier service?

a. Yes 

b. No, I DID NOT have any issues with my service. (Skip to 8)
c. No, I DID have issues with my service that went unreported.  (Skip to 7)

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

a. Phone call

b. Online service form  found on the Amigos website

c. Email

3. Why did you contact Amigos for customer service?

a. To report a problem 

b. To ask a question (Skip to Q5)
c.  To make a request (Skip to Q5 )

d. Any combination of the above

4. What is your overall satisfaction with problem resolution?

a. 1 = Very poor, 2 = Poor, 3 = Satisfactory, 4 = Good, 5 = Excellent
5. What is your overall level of satisfaction with customer service when contacting the Amigos TExpress courier representative at Amigos?

a. 1 = Very poor, 2 = Poor, 3 = Satisfactory, 4 = Good, 5 = Excellent
6. What type of service issues did you have with the courier that you DID REPORT during September 201-August 2013 (Check any that apply)? 

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

f. Other_________
7. What type of service issues did you have with the courier that you DID NOT REPORT during September 201-August 2013 (Check any that apply)? 

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 was your overall level of satisfaction with delivery turnaround time for items SHIPPED via TExpress?
a. 1 = Very poor, 2 = Poor, 3 = Satisfactory, 4 = Good, 5 = Excellent
9. What was your overall level of satisfaction with delivery turnaround time for items received via TExpress?
a. 1 = Very poor, 2 = Poor, 3 = Satisfactory, 4 = Good, 5 = Excellent
10. What is the value of service compared to the price paid?
a. 1 = Very poor, 2 = Poor, 3 = Satisfactory, 4 = Good, 5 = Excellent
11. What is the overall quality of service?
a. 1 = Very poor, 2 = Poor, 3 = Satisfactory, 4 = Good, 5 = Excellent
12.  How likely are you to recommend the TExpress Service to other libraries?
a. 1 = Would Not Recommend, 2 = Not Likely to Recommend, 3 = Would Neither Recommend or Not, 4 = Very Likely to Recommend, 5 = Have Recommended
13. Please use this space to tell us anything else you would like about the service. 

Appendix B

Question 6 “Other” Responses: What type of service issues did you have with the courier that you DID REPORT from September 2013-August 2013?
Driver not scanning items

Items getting soaked in the rain

TAE Delivery boxes/bags needed bags

Filthy bin

Mala items being returned to us

I thought an item had been lost - problem was on my end

Needed more bags

We were only receiving items one day a week, although we had service two days

Dropped off packages but didn't take out going packages

Driver would not come at specified time

Called to see if a package was delivered/and it was.

Wet Books

Needed to halt pickups due to construction

Driver showing up on the wrong day(s)

Misplaced bag was picked up

Wrong  items delivered & forwarded

Driver left before the Library opened

Appendix C

Question 7 “Other” Responses: What type of service issues did you have with the courier

that you DID NOT REPORT from September 2013-August 2013?

One time they did not deliver our items

Items occasionally not scanned. (One incident for driver not showing up)

Too many new drivers having to learn over again & making mistakes,

Wrong items delivered & forwarded

Driver turnover. Delivery times vary.

Had to call driver to find out if delivering when ran over 2 hours late

Delivery times are inconsistent and change without notice.

Appendix D

Question 13: Additional Comments on the TExpress Service
Good delivery service

We would like to have more of a consistent timeframe of when the courier will arrive. 

We would also like more consistency in procedures of new/old couriers. New couriers did things a little differently and we get new couriers all the time.

Our driver is very nice and is pretty consistent in his delivery time. Two books have been paid for by TAE-one lost and one was water damaged.  Thank you for that!

The couriers don't have a standard method for recording transactions.  Sometimes they have a device we sign; most of the time they have a blank sheet of paper.  Today they had a form in duplicate.  They miss days; they show up at different times.

Need better follow-up on lost items.

The couriers are always very courteous and friendly.

Value of service compared to price paid received only a poor rating because I strongly feel the discount that is given to the large institutions, who use the service the most, should be given to the smaller users - who have smaller budgets and use the service less. Many smaller libraries do not use the service because they have to pay full price.

We did have issues (at least twice) with items being destroyed from being wet. The issue might need to be addressed with some of the drivers to keep the items from getting wet in bad weather.

Our driver spent a whole week bringing an item back to us that was clearly marked (with a note on top of the item from myself) for another library.

I think my courier has a lot of customers, so much so that it is sometimes difficult for him to get to me before I leave the office.

Very impressed with response time on phone calls and emails. Very accommodating on delivery times if need changes.

I'm a San Antonio Public Library employee who works directly with TAE/TExpress courier service. 

Present driver Mr. Chiles Delwan is a nice and very helpful person. 

Thank You

The couriers I have had have been very friendly and efficient.

I would like to address the 2014 reimbursement policy about barcodes have to be provided on the lost items. I not only report our lost items but also items that we do not received.  I do not know what barcode is used by another library. Also, we do not keep a record of the barcode number used when we ship so I usually do not report a barcode.

It might be useful to create an online tracking facility so that we may track packages ourselves using the barcode label numbers. That facility could be setup to automatically trigger a report to a TAE/TExpress representative for missing items. Also, couriers should scan all items with a handheld at pick-up and drop-off points *at that time*.

We appreciate all you do. Thanks for taking care of us!

Ricardo  (Martinez?) gave EXCELLENT customer service. The price is still very high for a small library but we do appreciate being able to easily transfer materials within our consortium.

The last few weeks there has been new staff (two different women) that delivers packages. They have left packages with staff members all over the library, rather than come to my office. This has resulted in packages not being picked up for delivery. And they have come at various times, from @10:45am-2:00pm. The regular driver comes consistently.

Items going to MALA libraries sometimes take a long time to reach them - two weeks or longer in some cases.

We are still having problems with receiving items on Tuesdays.  Things that were shipped on a Tuesday but didn't get to us on the following Friday (which is our second day of service) will show up the following Friday instead of Tuesday.  Some of the problem is we are a Friday delivery and not a Thursday but it is a little bit odd.

When an item is mislabeled and returned, it often takes a very long time to get it back and correct the problem.  Since mislabeling is rare, I wish the item could be corrected and sent or returned very quickly so the patrons don't suffer for the mistake.

The woman who works for TAE and delivers and picks up the ILL items to and from the Clara B. Mounce Public Library in Bryan, TX is wonderful!  She is always on time with a smile on her face.  She is a great asset for TAE.

Service is fine. Our courier is always professional and kind.

The person delivering our items is nice enough but we miss the one prior to him. This one doesn't scan our bags; sometimes he forgets his clipboard and just doesn't seem to have it together for the most part. Just different service from what we were accustomed to.

Is there a way to shift year service?  I think the service period goes from Sept-Aug and our fiscal year is Oct-Sept, so it is very hard to pay for the service and be on time with it as well!  (few funds at the end of the fiscal year, that is...just got the bill and wondering how we'll manage it if we pay now)

After Walter left (he'd been our driver for years and didn't have a problem w/ him. He was good.) There've been too many new drivers having to learn over again and making mistakes, and it felt like after a while w/ each new phone call I made, we got a new driver. I like our current one, so I haven't called to report any problems, but he isn't perfect.

Everyone is very nice and helpful. This is a great service.

The link with the MALA is going well.

Only one time the delivery person was driving a truck instead of a van etc and a sudden rain occurred and some of our books got a little damaged.  

Not bad enough to report it.

Due to apparent turnover in drivers, our delivery times vary.

It is very convenient and the people at Amigos really try to meet our needs.   Sometimes I think the local delivery service is not always bringing everything they have for us.  Like if the van were getting too full they may leave our stuff for the next delivery day.  Of course I have no proof of this at all.  Sometimes they come on a different day.

Addendum

Although the overall satisfaction level did not decrease, there is a slight shift from excellent to good/satisfactory.  In FY2012, the previous courier company, Celerity, was bought-out by Beavex.  The shift in satisfaction can be explained by the transition to the new courier company and changes made by Beavex.  In December of 2012, Beavex made a few significant changes to the previous courier’s routes by consolidating and changing hubs, leading to more lost books and issues with courier drivers.
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The transition led to a variety of issues, including an increase in lost books.  The increase in the percentage of lost item reports compared to items shipped is illustrated in the chart above.
Beavex continued to make hub changes periodically throughout the year and these changes are almost all directly related to spikes in reports of lost items.  We are continually working with Beavex to correct these issues, but the large increase in lost items coupled with the past limited ability to track packages has understandably caused frustration with libraries.   A tracking system for packages was introduced in October 2011 by the previous courier but the system was not compatible with Beavex’s system.  We have put a major emphasis on scanning packages this year with Beavex. Our contract requires that no less than 95% of packages going through the system be scanned,and we expect to see a large improvement in lost items .  Beavex has a new scanning system in the works that they assure us will allow them to reach the 95% goal that should be implemented this year.  Libraries also must do their part to scan each item sent out and are contacted as a reminder to the importance of scanning the material.
Finally, we are also planning on doing a GPS study to track timeliness between hubs and identify any lapses in time that need to be addressed.  In regards to reported issues, the number of issues reported each month is a combination of lost & damaged items and driver issues, including the driver being late, the driver making mistakes, the driver’s attitude, and driver no shows.  The graph below shows overall driver issues:
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Due to the issues identified above, the number of problems reported also increased in SFY2013.   The transition to the new courier played a large role in the amount of issues being reported. Beavex has completed their changes to hubs and line hauls. Additionally, we recently changed our method of reporting problems to Beavex, allowing us to report to a central mailbox that all customer service reps have access to rather than depending on one customer service rep to cover all issues. This has resulted in quicker response times to issues and should help improve satisfaction with problem resolution, an area we saw some “poor” response too.

Overwhelmingly, libraries still find the service to be “good” or “excellent,” despite the issues presented last fiscal year by this transition.
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