
Customer Satisfaction Survey for Accurate Courier Services
Please rate Accurate regarding the following:
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How many misdirected shipments per week (average) do you receive from Accurate?
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Please rate Accurate regarding the following:
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How many times per week (average) do you contact Accurate regarding delivery issues?
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Have you had any billing issues with Accurate?
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· The ACS account manager has not been responsive to communications related to billing and other business issues. Very frustrating.

· Unclear billing policies and holiday billing issues.

· It seems to have been resolved so far.

· Whenever Accurate misses a delivery or pickup, which happens occasionally, I have to email Accurate and also someone from CSU Chancellors Office so that they can resolve the billing issues, because Accurate charges even if they do not show up and likely do not know if their drivers don't show up if an email isn't sent. In June these new terms were added to Accurate's SOW: "Contractor will provide credit, on current month invoice only, for missed stop reported within the current month. Each CSU campus will be required to report in writing (via email) of any missed stop, to the account manager, within 48 hours of business day in order to receive credit." In short, there have been billing issues, but I don't actually deal with them other than sending an email.
Please rate your overall satisfaction with Accurate:
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Please use this section for any comments you would like to share about your experience with Accurate.

· 3 misrouted shipments in 2 month. Overall, I am very satisfied with Accurate. We got a great deal in shipping cost.

· Overall this has been a good change. Stephanie is easy to work with and responsive. We have been very happy with our driver and there have not been any delays in delivery.

· At first our courier wasn't prepared to handle our load and barely had enough room in her van. We've gradually worked out the kinks and now everything is running smoothly.

· Only real problem we had was the confusion with the Columbus Day holiday. Driver very nice.

· We are fortunate to have the same driver who is prompt.

· It would be nice to have emails acknowledged. Delivery time for us has been better than with Tricor; a day sooner on the average.

· The costs for Accurate are higher for us than the costs for Tricor. This may cause us a problem in maintaining our Link+ participation.

· Overall, SMCL is very satisfied with the service. However, issues with very late deliveries when substitute drivers provide service prevents a very satisfied rating. In conversation with substitute drivers, they had not been made aware of our 9-11am delivery window, causing several VERY LATE deliveries, impacting library workflow and staffing.
· Our main problem with Accurate has been the delivery time. No discussion other than email has occurred although we have proposed some alternatives. It seems as if Accurate is not open to suggestions.

· We requested delivery close to 10:00 a.m., or earlier. Our deliveries usually come close to noon. We would like the time we requested.

· It's more work (zebra printer vs. tricor tags), we asked for a 3pm-4pm pickup and got... 10 am, and we get far more misdirected items. The drivers are always courteous, but so were our Tricor drivers.

· They come at an inconvenient time - and will not change. Do not come at our requested time. As a consequence, they come at a time when all drivers are out doing deliveries, and there is not a chance to communicate.

· We couldn't get the delivery/pickup time we requested. The delivery/pickups are by a subcontractor, not accurate.

· We are disappointed with Accurate's inability to deliver shipments on time. We originally requested a 9:30 delivery time and Accurate showed up at 11:00. Accurate has been progressively later - now they are showing up at 2:30 or so. We need to schedule workers to process incoming shipments and Accurate's unreliability is a hindrance to timely processing. In Accurate's favor they are indeed showing faithfully up every day. We suspect there is some mechanical element on Accurate's part that is ripping our pouches.

· The delivery time that we submitted to Accurate was the hour between 8am-9am. They have never delivered at this time and I have contacted Accurate on many occasions regarding the issue. The reply is always the same, that they are working on their routes and that the issue will be resolved soon. As a CSU, we have had Accurate is some capacity since January, and there has been absolutely no change or progress on the issue. The deliveries have normally been coming between 12pm-1pm, sometimes later, rarely earlier and it has always been the same driver for deliveries. Accurate has generally been able to meet our requested pickup time of between 4pm-5pm, but on multiple occasions no one from Accurate showed up for the pickup and the packages had to be picked the following day. Unlike the delivery driver, there have been many different pickup drivers. On a few occasions a pickup driver has shown up early, between 3pm-4pm, before all the book packaging had been completed. On one of these occasions the driver hassled our student workers, telling them that our stop was the last stop on his route and that all the packages needed to be prepared by the time he arrives, even if he is early. He then took the two or three packages we had prepared and left. I reported this incident to Accurate, and a pickup driver has not shown up early since. We average about 1 misdirected shipment per week. I wanted to clarify because for this issue 5 is a lot greater than 1 and the response option provided in the survey could mean anywhere in between which would make it appear that they are less accurate in regards to misdirected shipments than has been the case. The same goes for average number of times we need to contact Accurate per week, which on average is 1.

· Only real problem is delivery time. We originally asked for pre-10am delivery. Accurate asked permission to change to 1130am. Deliveries arrive between 1230-1pm usually. We are somewhat put off by driver's personal car and its cleanliness, but that doesn't effect deliveries. Zebra/stickers system is fine. Have had no problems.

· We have concerns about the amount of labels being used and the fact you cannot recycle them. Would like a reusable shipping label. Perhaps then we could print a small barcode label instead to be kinder to the environment.

· Poor service, rude workers, inconsistent delivery times, ignored emails, delayed response time in addressing issues, and no significant progress or improvement addressing complaints.

· They are trying to do better lately but there are still issues. They are definitely not doing a very professional job. We like Stephanie, she responds quickly but seems limited in what she can do to fix an issue.

· I'm curious about their delivery routes. It seems like Link+ items are taking longer to get here. I suspect that items Sonoma State borrows from Marin County for example, go all to Hayward, and then here. It would be great if they could create more direct routes.

· Delivery time = Good Having to turn in original invoice for damaged book (which are sometimes years & decades old) claims = Bad Being clear at the beginning about holiday delivery = Bad

· Our library has been asking Stefanie to fix: - the Links Numbering option in the "Company" box (2 digits) - when the "Company" box works for the Links schools that have 3 digits, several schools appear. These options mentioned are the best features of the program. Our library didn't have a problem with Tricor so being forced to change to deal with these issues is very disappointing especially when they were promised to be provided. Regarding the driver, he chose our time we didn't have a say, fortunately his time works for us.

· Our experience has not been satisfactory. We would like to be easily able to contact Accurate when issues arise, we have not been successful. Compared to Tricor, customer service was much more reliable and professional.
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