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VarsityBooks.com and Paideia School Partnership Program Customer Survey

Thank you for completing the survey below. Please return completed survey by MONDAY, NOVEMBER 1 as an attachment via email to survey@varsitybooks.

Optional:

	Your Name:
	     
	Student’s Year in School
	 FORMDROPDOWN 

	Date:
	     


Would you be willing to participate in a brief follow-up interview with a VarsityBooks.com representative?

 FORMDROPDOWN 

If yes, phone number and best time to call:
     






Using the scale below, provide a rating for each question or an answer as directed, and explanations where appropriate. Please attach a page with additional comments, if needed.

1 = Excellent    

3 = Good


5 = Poor


2 = Very Good  

4 = Adequate/Satisfactory      
6 = Not Applicable    7 = Not familiar

	1. Program Implementation
	Rating

	a. Availability of required materials on Paideia website bookstore
	 FORMDROPDOWN 


	b. Prices of books listed by Varsitybooks.com
	 FORMDROPDOWN 


	c. Ease of overall transition to online book-buying
	 FORMDROPDOWN 



	d.    Comments:     

	


	2. VarsityBooks.com Website

	Rating

	a. Ease of moving through site to locate information or go shopping
	 FORMDROPDOWN 


	b. Ease of ability to locate Paideia bookstore from VarsityBooks.com homepage
	 FORMDROPDOWN 


	c. Visual appeal of Paideia online bookstore
	 FORMDROPDOWN 


	d. Ease of ability to move within a discipline of study (ex. – shop for English 101 books, then shop for books for English 103)
	 FORMDROPDOWN 


	e. Ease of ability to move between disciplines of study (ex. - shop for    English 101, then shop for Math 101)
	 FORMDROPDOWN 


	f. Organization of Paideia booklist
	 FORMDROPDOWN 


	g. Explanation of security and transaction safety features
	 FORMDROPDOWN 


	h. Speed of website (add type of browser used next to rating, such as AOL or Netscape)
	 FORMDROPDOWN 


	i. Help features (ex. -FAQ, order status)
	 FORMDROPDOWN 


	j. Ease of ability to review order confirmation and shipping status following purchase
	 FORMDROPDOWN 


	k. Ease of ability to contact VarsityBooks.com from website
	 FORMDROPDOWN 


	l. “BookPager” feature
	 FORMDROPDOWN 


	m. “My Account” feature
	 FORMDROPDOWN 



	o.     Comments:     

	


1 = Excellent    

3 = Good


5 = Poor


2 = Very Good  

4 = Adequate/Satisfactory      
6 = Not Applicable    7 = Not familiar

	3. Payment
	Rating

	a. Ease of making credit card payment
	 FORMDROPDOWN 


	b. Ease of using flexible payment options, if applicable
	 FORMDROPDOWN 


	c. Ease of refund process, if applicable
	 FORMDROPDOWN 



	d.    Comments:     

	


	4. User Experience – Please answer all that apply in sections below
	

	
	

	If you used our website, please answer the following questions:


	

	a. Did the Frequently Asked Questions (FAQs) on our website answer your questions about purchasing your books?
	 FORMDROPDOWN 


	b. Did you use our website to track the shipment of your order?
	 FORMDROPDOWN 


	c. For books listed as “On Order,” did you use the BookPager for the books you needed?
	 FORMDROPDOWN 


	d. Did you receive notification from the BookPager for the books you needed?
	 FORMDROPDOWN 


	
	

	If you called our customer service center, please answer the following:
	

	
	

	e. How many times did you call our customer service number?
	 FORMDROPDOWN 


	f. Is customer support 24-hour, seven days a week important to you?
	 FORMDROPDOWN 


	g. Were you placed on hold when you called?
	 FORMDROPDOWN 


	h. If you were placed on hold, approximately how long did you hold?
	 FORMDROPDOWN 


	i. Did you place an order over the phone?
	 FORMDROPDOWN 


	j. Did customer service representatives answer questions to your satisfaction?
	 FORMDROPDOWN 


	k. Were customer service representatives responsive?
	 FORMDROPDOWN 


	l. If you ordered over the phone, please select from the following list your reason for ordering over the phone:
	 FORMDROPDOWN 


	              Other:       

	
	

	If you sent us an email message, please answer the following:
	

	m. Did you use the form on our website to send a message?
	 FORMDROPDOWN 


	n. Did the response you received answer your question to your satisfaction?
	 FORMDROPDOWN 


	o. Were customer service representatives responsive?
	 FORMDROPDOWN 


	

	p. Comments:     

	

	


1 = Excellent    

3 = Good


5 = Poor


2 = Very Good  

4 = Adequate/Satisfactory      
6 = Not Applicable    7 = Not familiar

	5. Customer Service
	Rating

	a. Appeal of VarsityBooks.com tumbler cup for orders over $100
	        FORMDROPDOWN 


	b. Was your order delivered on time?
	               FORMDROPDOWN 


	c. If your shipment was late, did you contact VarsityBooks for help?
	 FORMDROPDOWN 


	d. Did our customer service representatives resolve any delivery problems to your satisfaction? 
	 FORMDROPDOWN 


	e. Is our guaranteed 2nd Day Air delivery service important to you?
	 FORMDROPDOWN 



	        f.    Comments:

	


	6. Communications
	Rating

	a. Announcement of partnership between Paideia and VarsityBooks.com
	 FORMDROPDOWN 


	b. Appeal of logo items (lanyards, mousepads, etc.) and marketing materials (posters, flyers, etc.) 
	 FORMDROPDOWN 


	c. Did you receive sufficient information to make the transition to online book-buying?
	 FORMDROPDOWN 



	       d.    Comments:     

	


	7. Would you recommend VarsityBooks.com for other students?
	 FORMDROPDOWN 


	a. Comments:     

	

	


