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In 2010, the Washington State Transportation Commission (WSTC) changed the process for how research is
conducted regarding Washington State Ferries (WSF). In the past, stand-alone research projects were executed,
but some of the issues facing ferry operations are of a longitudinal nature (changes over time). The decision was
therefore made to create the Ferry Riders’ Opinion Group (FROG). FROG is an online community where ferry
travelers will have an ongoing opportunity to weigh in on ferry issues through surveys and quick polls (single
questions). Since 2010, all WSTC research has been conducted using the FROG panel.

The research initiative in 2012 consisted of the following main phases:
®  Winter Customer Survey (target audience: FROG panel members only)
® Summer Customer Survey (target audience: FROG panel members & recreational/social riders)

The main objective of the 2012 research initiative was to understand from the ferry riders’ perspective their
travel behavior, opinions and attitudes regarding important issues currently facing WSTC and WSF.

® This overall objective resulted in the following areas of exploration:
e Winter and Summer travel activity

e Customer satisfaction - measure importance and satisfaction of terminal conditions, walk-on and transit
services, toll booth interactions, loading and unloading procedures, vessel conditions, vessel crew interactions,
on-time arrival and departures and WSF website and telephone services.

e Fare structures
e Demographic characteristics of ferry customers - travel patterns, WSF satisfaction and demographic data.

A total of 2,890 riders completed the 2012 Summer Customer Survey between September 6, 2012 and
September 24, 2012, yielding a maximum sample variable of +1.8% at the 95% confidence level.

A total of 1,754 riders completed the 2012 Winter Customer Survey between May 3 and May 15, 2012, yielding a
maximum sample variable of +2.3% at the 95% confidence level.
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