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Overview of Study Efforts

The 2014 research initiative consisted of the following studies:

Survey Sample Universe Interviewing Month
Winter Rider Survey FROG Panel members April 2014

Freight Shipper Survey Freight Companies April 2014

Spring Policy Survey FROG Panel members June 2014

General Public Survey VOWS Panel members June 2014

Summer Onboard Survey Ferry Riders not in panel August 2014
Summer Rider Survey FROG Panel members October 2014

Fall Policy Survey FROG Panel members October 2014

The objective of the 2014 research was to understand travel behavior, satisfaction with WSF
performance on key attributes, and opinions regarding key issues currently facing the state ferry
system among customers. The objectives included:

Winter/Summer Rider satisfaction with WSF performance
Winter/Summer Rider travel behavior

Current and potential recreational usage of WSF

Freight shippers usage and attitudes towards WSF
Attitudes towards WSF held by the general public
Attitudes about fare structure

Attitudes about capital funding and maintenance needs
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Boarding Method & Purpose - FROG

WSTC FROG - WSF 2014 Customer Research Cumulative Report



Satisfaction — FROG & On-boards
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WSF Performance Satisfaction
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WSF Importance/Satisfaction Grid
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WSF Imp/Sat Grid — Seattle/Bremerton
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Opportunity Area — Terminal Bathroom
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Opportunity Area - Directions
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Opportunity Area - Ferries Bathrooms

Ratings on a 5 point scale so1aL | SEA/ | SEA/ | PTD/ | EDM/ | FAU/ | FAU/ | SOU/ | PTT/ | MUK/ | ANA/ | INTER
(1=low, 5=high) BAIN | BRE | TAH | KIN | VAS | SOU | VAS | cou | cu | si | s
| Respondents 3150 | 820 | 321 | 71 | 352 | 242 [ 157 | 22 ] 90 | 553 | 468 | 45 |

P 9% 98% 98% O7% 9% 98% 98% 100% 99% 97% 98% 5%

The bathrooms on the ferries (54'5)
are clean and well maintained (z_tS'} 72% 71% 58% 91% 75% 79% 74% 64% 88% 73% 64% 67%
(2014) Dissat.
(1-2) 8% 8% 0% 7% 3% 6% 0% 2% 8% 12% 10%
Dissat.
2012 (1:2) 11% 13% 23% 0% 8% 4% - - 5% 3% 11%

Top 5 Unsatisfactory Example of Verbatim Complaints
Vessels

Tacoma - Bathrooms need refurbishing

Tacoma

) Tacoma - The floors in the stalls have a grime buildup.
Kitsap 9%

Kittitas - Bathrooms usually smell horrible.

Kittit 9%

friites Kittitas - Old and smelly. lack of privacy

Chelan 7% Kitsap - Cleaning equipment in disarray.
Spokane 5%  Kitsap - The floors are filthy

Walla Walla - Clean the restroom and you do not need 10 air fresheners to hide the smell.

Chelan - Smell, clogged toilets etc.

Kennewick - Automatic toilets don't flush, soap didn't dispense
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WiFi Usage & Satisfaction - FROG
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WSF Staff Performance
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WSF Telephone Support

WSTC FROG - WSF 2014 Customer Research Cumulative Report

13



Fare Increase — Vehicle vs. Walk-on
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WSF + TNB For Free - FROG
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THANK YOU!

For More Information Contact:
Reema Griffith, WSTC Executive Director
Bill Young, Survey Program Project Manager

360.705.7070
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