

(*See end of this questionnaire for pre-code information)






















             






CUSTOMER SATISFACTION WITH THE PARK.NET INTERNET RESERVATION SYSTEM

You recently made campground reservations using the Park.Net Internet reservation system.  As a customer of our system, your opinions are valuable in helping us give you the best possible service.  Please take a few minutes to complete the following survey questionnaire.  You may press the “Reply” button to return this questionnaire, or print it out and mail to XXX.
The questions below ask about your experience with Park.Net. For each question below, please indicate your opinion regarding the statement by circling the appropriate number, where 1 indicates you are Not at All Satisfied with the statement and 7 means you are Completely Satisfied.  If a question does not apply, circle the N/A response (Not Applicable).
1.  Customer Service Over the Internet. These statements apply to the service you received from Park.Net when you used their Internet web site to make a reservation.


           
Not at All
Completely



Satisfied
Satisfied


a.  Ease of finding the web site
1
2
3
4
5
6
7
N/A

b.
Getting connected to the web site promptly
1
2
3
4
5
6
7
N/A

c.
Ease of using the web site
1
2
3
4
5
6
7
N/A

d.
Efficiency of the web site layout
1
2
3
4
5
6
7
N/A

e.
Explanation of reservation fee
1
2
3
4
5
6
7
N/A

f.
Explanation of campground policies
1
2
3
4
5
6
7
N/A

g.
Explanation of payment methods
1
2
3
4
5
6
7
N/A

h.
Explanation of confirmation methods
1
2
3
4
5
6
7
N/A

i.
Getting referrals to other campgrounds, if necessary
1
2
3
4
5
6
7
N/A

j.
All things considered, how would you rate the service



you received from Park.Net over the Internet?
1
2
3
4
5
6
7

2.  Campground Choices. These statements apply to campground choices available through Park.Net.











Not at All
Completely



                          Satisfied
        Satisfied


a.
Getting the desired dates

1
2
3
4
5
   6  7
N/A


b.
Getting the desired location within the campground

1
2
3
4
5
6    7
N/A


c.
Getting the desired number of nights

1
2
3
4
5
6
7
N/A


d.
Getting the desired site type (e.g., tent, RV, cabin)

1
2
3
4
5
6
7
N/A


e.
Getting the desired amenities (e.g., grills, tables, hook-ups)
1
2
3
4
5
6
7
N/A


f.
All things considered, how would you rate the campground



choices available through Park.Net?

1
2
3
4
5
6
7

3.
Meeting Information Needs.  These statements refer to Park.Net’s ability to meet your information needs.






Not at All
Completely






Satisfied
Satisfied

b.  Getting directions to the campground
1
2
3
4
5
6
7
N/A

c.  Getting the maps you needed
1
2
3
4
5
6
7
N/A

d.  Information given about facilities (e.g., hook-ups,

bathrooms, grills)
1
2
3
4
5
6
7
N/A


d.
Information given about surroundings (e.g., geography,



climate, activities)
1
2
3
4
5
6
7
N/A


e.
All things considered, how would you rate Park.Net in



meeting your information needs?
1
2
3
4
5
6
7

4.
 Fees and Policies.  The following statements refer to reservation fees and campground policies.






Not at All
Completely






Satisfied
Satisfied
a.
Reservation fee
1
2
3
4
5
6
7
N/A

b.
Choice of payment methods (credit card, money order,


traveler’s or bank check)
1
2
3
4
5
6
7
N/A

c.
Explanation of restrictions (e.g., pets, open fires, alcohol)
1
2
3
4
5
6
7
N/A

d.
All things considered, how would you rate reservation fees


and policies?
1
2
3
4
5
6
7



5.
Confirmation of Reservation.  


Did you receive a confirmation of your reservation?

· Yes (  Please rate your satisfaction with the statements that follow

· No  (
 Please continue on to the next section (#6)








Not at All
Completely








Satisfied
Satisfied


a.
Choice of confirmation method (e.g., regular mail,



e-mail, fax)



1
2
3
4
5
6
7
N/A


b.
Timeliness of confirmation


1
2
3
4
5
6
7
N/A


c.
Accuracy of information


1
2
3
4
5
6
7
N/A


d.
Completeness of information


1
2
3
4
5
6
7
N/A


e.
Ease of reading information


1
2
3
4
5
6
7
N/A


f.
All things considered, how would you rate the confirmation



of your reservation?


1
2
3
4
5
6
7

6. 
Overall, considering customer service over the Internet; campground choices; meeting your information needs; fees and policies; and confirmation of reservation; how satisfied are you with Park. Net’s Internet campground reservation system?

     Not at All Satisfied








     Completely Satisfied



1

2

3

4

5

6

7


Additional Questions

7.  How many times have you used this (Park.Net) reservation system before?


(  Never
(  1-2
(  3-5
(  6 or more

8.  About how many nights have you used this campground in the past year?


(  None

(  1-10
(  11-20
(  21-50
(  over 50

9.  About how many nights have you used campgrounds in the past year?


(  None

(  1-10
(  11-20
(  21-50
(  over 50

10. About what percent of the time do you make reservations for campgrounds?


(  Less than 10%
(  11-25%
(  26-50%
(  50-99%
(  Always

11. Did you request a specific campground?
(  Yes  (  Did you get it?
(  Yes

(  No








(  No


Thank you for your help!

Survey return instructions go here.

(* Pre-Code Information:  Campground; state; date reservation made; date)s) of visit; number of campsites; number of cabins; per day fees; features; amenities)

4
State and Private Forestry-4
2
Park.Net: Internet Reservations

