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Two surveys were sent to courier members in early summer 2004. Responses were received between
May 26 and June 4. Response rate for the survey sent to site contacts: 60% (40 of 60). Response rate
for the survey sent to administrative contacts: 72%.

Courier service survey, May-June 2004

Site contacts survey

General service ratings were very good, ranging from 96 to 98% reporting average, good or excellent,
and 68 to 78% reporting good or excellent. Responses on specific topics show satisfactory service, but
areas of concern for reliability or consistency, and also for members’ use of system (packaging and
labeling). Nearly half of the responding dropsites indicated specific problems had been occurring at least
once week (damaged item, missed pickup/delivery, or missed scheduled time). Transit time generally
meets expectations, with half reporting good transit time at least 90% of the time, and another 30%
indicating 75-90% of the time. Or, 80% of the responses indicate transit time meets expectations at least
75% of the time.

Evaluation of Vendor service

Average, good, or excellent  Fair or poor

Driver’s professionalism 98 %; 2%
Service 91 % 9 %
Driver and Daily service
W poor
Drivers 4 25% 40% 33% mfair
professionalism
O average
Service provided by ! 13% 53% 25% Ogood
Lanter
Oexcellent
Average, good, or excellent  Fair or poor
Overall service 96 % 4%
Handling problems 78 % 22 %
Free of recurring problems 68 % 32 %
Overall and Vendor service
m strongly
disagree
Courier Rep. handles mdisagree
problems 38% 25%
satisfactorily [ no opinion
Service is free of Dagree
. B 45% 23%
recurring problems
Ostrongly agree
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Courier service survey, May-June 2004

missed
pickup/delivery

damaged item(s) B

13% 38%

maintaining the
schedule

48%

45%

Typical problems: damage; missed, early or late pickup

1 never
Orarely

@ at least once a
month

| at least once a
week

time has exceeded 3 working days

delivered items labeled for another dropsite

driver unaware of system rules, policy

policies

8% 39%

10%

49%

Typical problems: transit time, wrong packages, system

11%

8%

48%

33%

Onever
Orarely

@ at least once a
month

M at least once a
week

transit time meets
service expectations

Transit time meets service expectations

30%

50%

W 50-75% of the
time

075-90% of the
time

Omore than 90%
of the time

Service in the last six months ...
(Jan.-June 2004)

service has generally VA

64%

28%

m declined

Wl stayed about the
same

Oimproved
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Courier service survey, May-June 2004

Packaging

Concerns about packaging

not using standard courier system label
books packed into bag incorrectly

courier bags filled too full

CD's or DVD's not in padded envel or box

videotapes not in padded env or box

Administrative Contacts survey

Price and Value
How do you feel about the cost and value of participating in the Courier System? Check all that apply.

Participation in the courier service

saves staff time or
materials

53%

saves money compared .
to UPS. USPS 37%

Expensive | 19%

Important to participate 79%
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