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Virtual Reference Desk Conference 2003

What Went Right? Customer Service and 

Repeat Users at Maryland AskUsNow!

Maryland AskUsNow! Survey: Sample Report of Statistics
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Survey Statistics
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There have been 3067 surveys submitted.

1. Were you satisfied with the answer you received to your reference question?

satisfied (2101) 68.50%
Not Satisfied (402) Ml13.11%
Somewhat Satisfied (507) M16.53%
Not Submitted (57) 11.86%

2. The quality of the library staff service in answering this request was?

Excellent (2051) 66.57%
Good (649) MMl21 16%
average (0) 0.00%

poor (272) W8.87%
Not Submitted (95) 13.10%

s this the first time you have used this servics?

Yes (2129) 69.42%
o (s1) I26.75%
Not Submitted (57) 11.86%

will you use this servics again?

very likely (2373) 77.37%
Maybe (554) Il18.06%
Never (39) [3.23%
Not Submitted (41) 11.34%

The ease of using this online reference is?

Very Easy (2057) 67.07%
Easy (760) I25.43%
Difficult (71) [2.31%
Very Difficult (57) 12.84%
Not Submitted (72) 12.35%

Which best describes you?

State Resident (1438) 46.89%
Student (College) (400) M13.04%
Student (Kinderdergarten-12th) (743) 24 23%
other (259) Ws.44%
ot Submitted (227) 07 40%

How did you find out about this servics?

Library Website (1766)
Librarian PL (346)

Librarian AL (50)
Newspaper/Radio/Ty/Billboard (140)
School Teacher/School Librarian (214)
Friend/Relative (192)

Surfing the net (286)

Bookmark/Flyer (37)

Other (226)





