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Summer Wave Summary Report

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
guestions). Since 2010, all WSTC research has been conducted using the FROG panel.

The research initiative in 2012 consists 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 focus of this report is the Summer Customer Survey.

® In addition to FROG panel member data, onboard, in-person surveys conducted with ferry riders were also
collected during for the Summer Customer Survey. The onboard surveys were collected in order to reach
members of the general public with regard to specific survey objectives (recreational ferry riders).
Throughout this report, the data from these onboard surveys is compared to FROG panel data where
applicable, and referred to as “Onboard 2012.”” Onboard surveys were not collected by Market Decisions
Corporation.

® A comprehensive report of all phases will be available winter 2012.

All research was conducted by Market Decisions Corporation with input from the WSTC Research
Team. For questions about this research, please contact Reema Griffith at WSTC@& (360) 705-
7070.
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@) Methodology

% The following report presents the findings for the Summer 2012 survey. The main objective of this research is to |
understand from the ferry riders’ prospective their travel behavior, opinions, and attitudes regarding important
issues currently facing the Washington State Transportation Commission and Washington State Ferries.

® This overall objective resulted in the following areas of exploration:

e Summer travel activity - ferry travel from June 17 through September 22, 2012.
e Social and recreational - understand role of ferries in the social and recreational summer travel.

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 Scheduling issues- gauge ability of ferry scheduled to meet transportation needs.
e Demographic characteristics of ferry customers - travel patterns, WSF satisfaction and demographic data.

A total of two thousand eight hundred ninety (n=2,890) ferry riders completed the Summer 2012 survey yielding a
maximum sample variable of +/- 1.8% at the 95% confidence level.

® Ferry riders completed a web survey between September 6, 2012 and September 24, 2012.

® |n 2010, data collection was completed in August, resulting in somewhat differing respondent profiles, including
higher ridership during July than seen in the later survey period of 2012.

% In order to make the survey results proportionate to the ferry ridership universe as a whole, it was necessary to
weight the data by route and boarding method based on their last trip taken.

® For additional details, please see Appendix B.

o
25

% Due to respondents who either did not answer certain questions or selected no response or don’t know, the
guestion bases vary throughout the report.

® Small sample sizes, those n=30 or less, will be called out on each slide, if present.

% Significant differences between routes (only noted when significantly different from roughly half of all other
routes/at least 5 other routes) are highlighted by a blue outline.
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@ Executive Summary

s Summer Ridership

" The Seattle/Bainbridge (43%) and Edmonds/Kingston (36%) remain the most commonly
ridden routes during the summer period.

" As expected, recreational/social ridership is high in the summer period, with two thirds
(66%) saying their last social/recreational trip was also their most recent ferry ride.
e Visiting family/friends (39%) and single-day sightseeing/hiking trips (16%) are the top reasons for
recreational ferry travel.

e WSF being the fastest or most direct way (49%) or having no reasonable alternatives (37%) are the
main drivers to choosing WSF for social/recreational travel.

e The vast majority “probably” or “definitely would” be likely to use WSF again for future
social/recreational trips.

e Those not riding for social/recreational purposes during the summer period do not expect to do so
during the remainder of this year (66%), citing expensive ferry costs (34%) and only using the ferries
for commuting (32%) as the main reasons.

" On average, total round trips on each route is lower than reported in Summer 2010.

e Reported ridership has fallen between 0.3 (Anacortes/Sidney and Anacortes/San Juan Islands) and 2.9

(Seattle/Bremerton) round trips.
® Most riders boarded as either a vehicle driver (44%) or passenger (34%), with walk-on
ridership the highest on the Seattle/Bremerton (57%) and Seattle/Bainbridge (47%) routes.

® Single-ride tickets (41%) are more prevalent than in 2010 (38%), while multi-ride tickets
follow closely behind (31%).

e The majority (81%) of those using a multi-ride ticket say they never share the pass with anyone under
the age of 19.
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O Executive Summary

«» Rider Satisfaction

" Two thirds of FROG members (68%) are
satisfied with the services provided by
WSF, down slightly compared to 2010.

e Dissatisfaction has also risen compared to
2010, though reported satisfaction is
significantly higher when speaking with
individuals in-person aboard the ferry.

" Additionally, the majority of FROG
members (80%) say WSF provides a good
value during the summer period.

e This figure is up from 75% in Summer
2010.

® Based on the gap analysis, which looks
at the relative importance and
satisfaction of each attribute, the
greatest opportunities for improvement
include:

e Loading crews providing clear
directions/hand signals

e Cleanliness and maintenance of onboard
bathrooms

e Cleanliness and maintenance of terminals

Overall Satisfaction with WSF

Very dissatisfied Very satisfied
<€ >

2012
(n=2,248)

Onboard 2012
(n=1,722)

2010
(n=4,170)

Only ratings of satisfaction (4-5) or dissatisfaction (1-2) are shown.
Ratings of 3 or don’t know are not shown.

Perceived Summer Value

A poor value A good value

2012 ‘ :
22 wfie] e

2010 5% l 20% 61%
(n=3,898)
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Onboard 2012

(no1,696) 1% 65%
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© Executive Summary

% Miscellaneous Topics

® Due to high drive-on rates, most (66%) do not use the bus/train in conjunction with the
ferries. Significantly less (43%) of walk-on passengers say they do not use train or bus
connections in conjunction with the ferries.

e Overall, just 10% of all riders say the ferry schedules do not align with their bus/train connections. Of
those walking on, 43% say the ferry schedule is adequately coordinated while just 14% say it does not
match with needed connections.

e The majority (76% of all riders; 73% of walk-ons) say that the current ferry service schedule meets
their transportation needs. Otherwise, the most commonly mentioned improvement is an increase in
the number of ferry runs (13% of all riders; 15% among walk-ons).

" Half (54%) say the current percentage of operating costs covered by ferry fares should
remain at 65%.

e Of those saying this rate should be higher, half (53%) believe operational coverage should be between
71-80%.

e Half (51%) of those believing fare coverage should be lower report a rate between 41-50% is ideal.

" When asked in which ways they would suggest WSF allow rider feedback, on-board
surveys/comment boxes (22%) and increased access to input via online email/internet (14%)
were mentioned most often.

e While mentioned relatively infrequently, 4% of all riders requested that the results of the surveys are
posted with information about how feedback is being used.
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Recreational & Social Travel
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O Last Recreational/Social Trip

% The summer survey audience was represented by those traveling most recently in August or
September 2012.

® The vast majority (97%) have taken at least one social/recreational trip during the summer period.

® Qverall, two thirds (66%) say their last social/recreational trip was also their most recent ferry trip.

Month of Last Recreational/Social Trip Route of Last Recreational/Social Trip
(n=2,462) (n=2,133)
B 2010
April . 2% SEA/BAIN 27% 24%
3 SEA/BREM 8%
May | 2% EDM/KIN 20%
1 FAU/VAS 8%
e g % FAU/SOU 3%
July 9% SOU/VAS 1%
X PTD/TAH 3%
August 319 MUK/CLI 16%
) PTT/COU 6%
September 43% ANA/SJI 10% 11%
: Inter SJI | 1% 1%
ANA/SID 1% 1%
Q1 In the last 12 months, have you taken a ferry ride for either recreational or social purposes (travel, seeing friends, going to events)?
Q2 For the next few questions, please focus on your most recent recreational or social trip. In which month did you take your most
recent recreational or social trip that used the Washington State Ferries?
Q3 What was the route that you rode for your most recent recreational or social trip?

Summer Wave Summary Report market decisions corporation



@ Most Recent Boarding Terminal

\/
0.0

The information below outlines the boarding terminal on respondents’ most recent recreational or
social trip using Washington State Ferries.

Boarding Terminal
(Of Recreational Riders’ Last Route Taken)

SEA/BAIN SEA/BREM EDM/KIN FAU/VAS FAU/SOU ANA/SJI
n=341 n=116 n=273 n=89 n=39 e
59% 53% 52% 59%

Bainbridge Bremerton Kingston Vashon Southworth

32%
41% 43% 47% 48% 41% Friday Harbor
Seattle Seattle Edmonds Fauntleroy Fauntleroy
31%

Anacortes
SOU/VAS PTD/TAH MUK/CLI PTT/COU SJII ANA/SID
n=5* n=37 n=242 n=72 n=8* n=23* 18%

51% Lopez
78% 55% 63% 61% Eicyjiathos 52% 18%
Southworth Tahlequah Clinton Coupeville 38% Sidney, BC Orcas
22% 45% 37% 39% St 48% 2%
Vashon Point Defiance Mukilteo Port Townsend 11% Anacortes Shaw
Orcas

Q4

To start with, from which terminal did you depart on your most recent trip?

Summer Wave Summary Report market decisions corporation



@) Boarding Method and Vehicle Type

% The majority (76%) boarded their most recent recreational or social ferry trip as either a vehicle
driver or passenger.

% Of these, most (71%) boarded in an auto, SUV or pickup between 14-22’ in length.

Boarding Method Vehicle Type
(n=2,137) (n=1,575)
vekidia driver _ 449 Small auto/SUV/Pick-up (< 14') 13%
1 Auto/SUV/Pick-up (14-22)) 71%
Passenger in a vehicle 32% =
y Full-size auto/SUV/Pick-up (22'+) 13%
Walk-on - 22% RV, auto, pick-up & trailer/boat (< 30) | 1%
Rode motorcycle h 2% RV, auto, pick-up & trailer/boat (30’+) 7| 1%
1 Truck (commercial, panel, tractor/trailer) | <1%
Bikedon § 2% g
| Motorcycle | <1%
Rode on in bus/transit | 1% Vanpool | <1%

Q5 Thinking about your LAST FERRY RIDE ONLY on the (INSERT Q3) route for social or recreational purposes, were you the vehicle
driver, a passenger in a vehicle, or did you walk-onto the ferry? (If you boarded differently coming and going mark both below)

Q6 Thinking about your LAST FERRY RIDE ONLY on the (INSERT Q3) route for social or recreational purposes, which of the following
best describes the vehicle you drove on the ferry?
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O Departure Time

% Respondents’ most recent social or recreational ferry trip was during weekend travel times.

% The Anacortes/San Juan, Anacortes/Sidney, San Juan Interisland routes have the most peak
weekday recreational trips (18%).

Time of Last Recreational/Social Trip
(Of Recreational Riders’ Last Route Taken)

mWeekday Peak W Weekday Off-Peak mWeekend
SEA/BAIN (n=151) 7% 27% ' 66%
SEA/BREM (n=49) E¥3 34% ' 62%
EDM/KIN (n=103) B¥A 25% 70%
FAU/SOU/VAS (n=65) E}48 26% 71%
PTD/TAH (n=18%) 10% 24% ' 66%
MUK/CLI (n=97) 9% | 36% 55%

PTT/COU (n=30)

ANA/SJI/SID (n=73)

Q7 Thinking about your LAST FERRY RIDE ONLY on the (INSERT Q3) route for social or recreational purposes, what was the date and
scheduled departure time (or approximate time of sailing if you don’t remember)?
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» Nearly half (47%) of recreational/social riders traveled on a single-ride ticket during the summer
period, while one third (32%) used a multi-ride frequent user ticket.

% Among recreational/social riders using a multi-ride ticket, most (80%) say they do not share the
pass with anyone under the age of 19.

Ticket Type
(n=2,130)
Single-ride ticket 47%
Multi-ride frequent user S . .
t,-ckeqt 32% Multi-Ride Ticket Sharing
: ) s (n=364)
Senior/disabled 9% )
convenience card I, doigtsiare 80%
e L Yes, a few times per year 12%
Monthly pass i 4% Yes, a few times per month 8%
Githar ] 2% Yes, a few times per week ) 1%
Q8 Thinking about your last ferry ride only for social or recreational purposes, what kind of ticket were you travelling on?
Q9 Do you share your multi-ride card with anyone under the age of 19?
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@ Crossings and Trip Duration

% For most, recreational/social trips using the Washington State Ferries involve two crossings on the
same route (80%), and their recreational or social trip averages approximately one day in length.

Number of Crossings on Most Recent Trip

= Onboard 2012 Crossings
Two crossings on the same 80%
route/multiple sailings 2 76% 81%
One crossing/single sailing 12% 17% 10%
Two crossings on different
routes/multiple sailings rs &k o

: : SEA/ SEA/ EDM/ ANA/
Trip Duration BAIN | BREM KIN SID
n=576 n=190 n=347 n=25*
Median # of Days 1 1 1 1 1 1 1 1 1 3 3 1 4

Q10  Still focusing on your most recent recreational or social trip using Washington State Ferries (WSF), what was the duration (# of
days from when you left home to when you returned home) of the trip?

Q11 On your most recent recreational or social trip using Washington State Ferries (WSF), how many crossings or sailings on Washington
State Ferries (WSF) did you take?
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O Recreational/Social Trip Purpose

R/

% Visiting family friends (39%) and single-day sightseeing/hiking trips (16%) are the most common
reasons for respondents’ last recreational/social trip using WSF.

Purpose of Last Recreational/Social Trip

2010

Visiting family/friend’'s home 39% 47%
Sightseeing/hiking (not overnight) I 13%
Going to hotel/B&B/rental/etc. I 11%
Camping/backpacking (overnight) I 10%
Going to vacation home [ 9%
Game/sporting event 3%

Shopping 2%

Restaurant/dining 2%
Concert/movie/theater 2%
Trip/vacation 1%

Other 34% 11%

Q12 Which of the following best describes your most recent recreational or social trip?
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O Recreational/Social Trip Purpose

% Those traveling on the Edmonds/Kingston, Port Townsend/Coupeville and Anacortes/San Juan

Islands/Sidney routes are most likely to have taken overnight trips using WSF.

Purpose of Last

Recreational/Social Trip

SEA/

BREM
n=192

EDM/

KIN

n=352

Visiting family/friend’s home 36% 35% 45% 41% 30% 44% 25% 38%
Sightseeing/hiking (not overnight) 16% 24% 13% 14% 24% 14% 15% 13%
Going to hotel/B&B/rental/etc. 9% 5% 10% 7% 5% 7% 18% 15%
Camping/backpacking (overnight) 6% 4% 11% 5% 3% 5% 20% 8%
Going to your vacation home 4% 7% 7% 5% 10% 8% 4% 10%
Game/sporting event 8% 3% 2% 4% 4% 3% 3% 1%
Shopping 3% 2% 2% 4% 9% 6% 1% 7%
Restaurant/dining 6% 1% 2% 5% 5% 1% 2%
Concert/movie/theater 4% 4% 1% 3% 2% 2% 1% 1%
Trip/vacation 2% 1% 1% 0% 2% 2% 3% 2%
Other 39% 36% 27% 40% 46% 30% 26% 29%

* Caution: Small sample sizes

Q12 Which of the following best describes your most recent recreational or social trip?

market decisions corporation
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O Destination & Relative Ferry Cost

% The vast majority (90%) stayed within Washington State on their last recreational/social trip which
involved the ferries.

% The relative price of ferry fare compared to the overall cost of the recreational/social trip varies,
with 40% saying the fare accounted for more than 25% of the total cost.

® Ferry cost is less of a factor among respondents surveyed onboard the ferries, with nearly half (45%) saying
ferry fare accounted for less than 10% of the total trip cost.

Destination of Last
Recreational/Social Trip
(n=2,129)

Cost
m Washington State only ® Multi-State/Multi-nation WFROG (n=2,127 mOnboard 2012 (n=1,709)

Relative Cost of Last
Recreational/Social Trip

33%

Less than 10% 33%

45%

10-25% - 27%
22%
More than 25% W
33
J
Q13 Was your most recent recreational or social trip part of a ...

Q14 How significant was the ferry fare to the total cost (gas/food/lodging/etc.) of your most recent recreational or social trip?

41%
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O Factors Driving Ferry Decision

% Riders are most likely to utilize WSF for recreational/social trips because it is the fastest and most
direct way to their destination (49%).

® On a secondary level, riders enjoy the ferry experience, saying it is a relaxing way to travel (18%) or they
would rather not drive (14%).

Factors Determining Ferry Travel

(n=2, L 36) Most Imp. Most Imp.
® Most important = Secondary on?ﬂi‘;gf 12 F;g :gr

Fastest/most direct way 49% 35% 45%
No reasonable alternative 26% 41%
| would rather not drive 8% 6%
Uniqueness of ferry experience 16% 3%
Relaxing way to travel 7% 4%
Price 7% 1%

Q15A  Which of the following reasons best describes why you chose Washington State Ferries rather than some other way to make your
most recent recreational or social trip?

Q15B. Which other reasons describe why you chose Washington State Ferries rather than some other way to make your most recent
recreational or social trip?
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@ Future Recreational/Social Use

» Nearly all (85%) recreational/social riders say they “definitely would” be likely to consider using
WSF again for other recreational/social trips.

< When asked what changes could influence more recreational/social trips using WSF, riders mention
an increase in the number of ferry runs (20%), shorter ferry wait times (14%) and improved
scheduling (13%).

Suggested Improvements
Future WSF Use (n=1,585)

i FROG (n=2,135) | Onboard 2012 (n=1 ,696) Increase number of ferry runs 20%

DeiiElyWenla - 8835926 Shorter wait times 14%

~ Improve scheduling 13%
Probably would iower Eires
1% Improve reservation system
Probably would not 290 & .
_ Better food/beverage service
s o <1% .
Definitely would not 1% Improve customer service
Nothing/no suggestion _ 22%
Q16 How likely would you be to consider using Washington State Ferries again for a recreational or social trip? Would you say you...
Q18 Besides lowering fares, what, if anything, could Washington State Ferries do to help increase the number of recreational or social

trips that people, like you, make in a year?
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@ Non-Recreational/Social Riders

<  Very few (3%) of FROG members say they have not
taken a recreational/social trip using the ferries
during the summer period.

% Of those not riding for recreational/social purposes in
the summer period, two thirds (66%) also say they are
not likely to do so in the coming months.

% Among these, the most common reasons for not
expecting to take any social or recreational ferry
trips include expensive ferry cost (34%) and riding
WSF primarily for commuting purposes (32%).

Expected Recreational Use
(Among non-recreational travelers)
(n=84)

No

66%

Reasons for No Recreational Use
(n=53)

32%

Too expensive

Use primarily to commute
to work

9%

Poor scheduling

No plans for recreational

trips e

Prefer to drive 7%

Ferry environment h 6%

No interest 6%

No need to travel for
recreational activities

Long lines/wait times

Other 10%

Q27  Although you haven’t taken any social or recreational trips using Washington State Ferries this summer, are you planning on taking
any social or recreational trips using Washington State Ferries later this year?
Q30 Why are you not likely to take social or recreational trips using Washington State Ferries?

market decisions corporation
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Summer Travel Activity
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@ Summer Period Ridership - Overall

% The routes with the highest ridership during the summer period are Seattle/Bainbridge (43%),

Edmonds/Kingston (36%) and Mukilteo/Clinton (23%).

Route Ridership (n=2,232)

SEA/BAIN
SEA/BREM
EDM/KIN
FAU/VAS
FAU/SOU
SOU/VAS
PTD/TAH
MUK/CLI
PTT/COU
ANA/SJI
SJil
ANA/SID

Q21 To get an idea of how people are using the ferry system in the summer months, which of the following route(s) have you ridden for
any purpose during the Summer period (June 17t through Sept 227)?
Q22 Could you please give us an estimate for the routes shown below - how many round trips (2 one-way trips = 1 round trip; 3 one-

|

6%
3%

17%

14%

18%
18%

43%

36%

23%

* Please note the question
wording was changed slightly
between 2010 and 2012

Ridership month per rider
il 2012 2010
38% 10.1 11.6
16% 8.6 11.5
34% 5.0 6.5
12% 11.4 12.2

7% 8.2 10.1
5% 2.8 5.4
7% 5.4 6.5
21% 144 12.6
15% 1.9 2.5
17% 3.3 3.6
5% I 4.9
2% 11 1.4

way trips = 2 round trips) per month did you take during the Summer period (June 17t through Sept 227)?

Summer Wave Summary Report
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() Summer Period Ridership - Commuting Trips

% Fauntleroy/Southworth (78%), Seattle/Bremerton (75%) and Seattle/Bainbridge (73%) have the
highest percentage of commuting trips per month; whereas Anacortes/Sidney (9%) and Port
Townsend/Coupeville (16%) have the lowest percentage.

Ratio of Trips by Purpose

(of those who ride route)

m Primarily commuting m Primarily recreational/social m Other purposes
SEA/BAIN (n=961) i 73% 20% 7% 72%
SEA/BREM (n=379) : 79%
EDM/KIN (n=791) 51%
FAU/VAS (n=305) 57%
FAU/SOU (n=194) 72%
SOU/VAS (n=127) 56%
PTD/TAH (n=183) 48%
MUK/CLI (n=522) ' 15% 60%
PTT/COU (n=400) |RIE: 20%
ANA/SJI (n=394) 23% - 48% ' 29% 28%
SJII (n=138) 46% ; "35% ' 19% 33%
ANA/SID (n=76) EIB 73% - 7%

Q23 How many of those round trips, for each route, were for the primary purpose of commuting (getting to and from work/school),
how many were for primarily recreational/social purposes (seeing friends/going to events/tourism, etc.) and how many were for
other purposes (shopping, medical appointments, etc.)?
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O Boarding Method

% Seattle/Bremerton (70%) and Seattle/Bainbridge (64%) have the highest proportion of walk-on
travelers; on all other routes, drive-on is the primary boarding method.

Ratio of Trips by Boarding Method
(of those who ride route)
m Walk-on m Drive-on m Passenger

SEA/BAIN (n=963) 24%

SEA/BREM (n=379) 20%
EDM/KIN (n=794) 32%
FAU/VAS (n=305) ‘ 55 i 23%
FAU/SOU (n=194)
SOU/VAS (n=127)
PTD/TAH (n=400)
MUK/CLI (n=522)
PTT/COU (n=151)

ANA/SJI (n=394)

SJIl (n=138) » |

..4(
ANA/SID (n=76) 17% 50% - 33%

Q25 During the Summer period (June 17th through September 22"), how many of your ferry trips for each route were boarded using the
following methods?
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O Last Ferry Ride - By route

% Seattle/Bainbridge (29%) remains the most recent route respondents have ridden.

® Please note that the figures moving forward are reflective of the most recent ferry ride, regardless of
whether it was for recreational/social purposes or otherwise.

Last Route Ridden Last Route
(n=2,135) 2010

Onboard
2012

n=3,503

SEA/BAIN 29% 26%
SEA/BREM 9% 10% -

PTD/TAH [ 4% 3% "
{

EDM/KIN 18% 18% 15%
FAU/VAS 9% 8% 9%
FAU/SOU 4% 3% B
SOU/VAS I 1% 1% -

PTT/COU 5% 3% 5%
MUK/CLI 17% 16% 19%
ANA/SJI _ 1% 10% 8%

SJII 1% 1% s
ANA/SID <1% This is one of the questions used 1% B
i for weighting the data.

Q31 Now please focus on your most recent ferry trip, what was the last route that you rode for any purpose?
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@ Last Ferry Ride - Boarding Terminal

< The figures below outline the boarding terminal for respondents’ most recent ferry trip. The first percentage
references FROG panel member data, while the second, where applicable, pertains to onboard surveys.

® FROG panel member data shown below also includes recreational/social riders’ data, which was previously reported

on slide 10.
Boarding Terminal sJil ANA/SJI
(of those who rode route last) ns16s R0 Ain=249
FROG / Onboard 2012 36% 31%
Friday Harbor Friday Harbor
SEA/BAIN SEA/BREM EDM/KIN FAU/VAS
n=585 / n=1,543 n=192 n=350 / n=528 n=179 / n=309 29% / 59%
Lopez Anacortes
65% / 54% 57% / 49% 62% / 37%
Bainbridge Bremerton Kingston Vashon 36% 19%
Orcas Lopez
35% / 46% 37% 43% / 51% 38% / 63%
Seattle Seattle Edmonds Fauntleroy 3% 18%
Shaw Orcas
FAU/SOU SOU/VAS PTD/TAH MUK/CLI PTT/COU ANA/SID 2%
n=70 n=11* n=59 n=353 / n=673 n=81/n=169 n=25*
Shaw
67% 63% 60% 68% / 45% 60% / 46% -/ 41%
Southworth Southworth Tahlequah Clinton Coupeville Sldney, BC San Juan Island
(unspecified)
33% 37% 40% 32% / 55% 40% / 54% 50%
Fauntleroy Vashon Point Defiance Mukilteo Port Townsend Anacortes

Q32 To help us better understand ridership travel trends, we would like to know a little about your most recent ferry trip on the
{INSERT Q31 NAME HERE} route. To start with, from which terminal did you depart on you most recent trip?
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Purpose of Last Ferry Ride

*,

% The majority (66%) say the last recreational/social trip they took (detailed earlier) was also
their most recent ferry trip.
® Surveys conducted onboard with riders show significantly more recreational/social trips, when considering
the addition of social travel to/from visiting friends/family or special events (19%).

R/

% As expected, the other most common use includes commuting to/from work (18%).

Purpose of Last Ferry Ride

FROG Onboard 2012
(n=2,130) (n=3,503)
Recreational/social trip 66% T —— 1 67%

Commuting to/f Kk
ommuting to7trom wor 18% Social: Friends/special event

Work related activit i
¥ 6% Commuting to/from work

Medical appointments J 3% 2
PP b Commuting to/from school

Personal business/activity | 2%

i Work related activity
Other ] 5%

Personal business/activity

* These indicated their last social/recreational trip was their last
ferry ride. See slide 15 for specific purposes among this group.

Q33 Thinking about your LAST FERRY RIDE ONLY on the {INSERT Q31 NAME HERE} route, which of the following was the PRIMARY
PURPOSE for that specific trip?
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@ Purpose of Last Ferry Ride

% The Port Townsend/Coupeville (88%), Edmonds/Kingston (78%) and Anacortes/San Juan
Islands/Sidney (78%) routes tend to have significantly more riders saying their last
social/recreational trip was also the last time they rode WSF.

Purpose of Last Ferry Ride

2012

Recreational/social trip 58% 61% 78% 51% 62% 69% 88% 78%
Commuting to/from work 25% 28% | 13% 28% 12% 14% 1% 3%
Work related activity/business 8% 4% 3% 8% 5% 7% 4% 3%
Medical appointments 2% 2% 1% 4% 4% 3% 2% 5%
Personal business/activity 3% <1% 2% 4% -- 2% 1% 4%
Other 4% 4% 3% 6% 17% 6% 5% 6%

Q33 Thinking about your LAST FERRY RIDE ONLY on the {INSERT Q31 NAME HERE} route, which of the following was the PRIMARY

PURPOSE for that specific trip?
market decisions corporation
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@ Boarding Method of Last Ferry Ride

< Overall, the vast majority of riders boarded Boarding Method
their last ferry ride as either a vehicle driver (n=2,137) 2010
(44%) or vehicle passenger (34%). Vehicle driver |— 44% 38%
< Those on the Seattle/Bremerton (57%) and Vehicle passenger E 34% 29%
Seattle/Bainbridge (47%) routes tend to be Walk-on | 28% 26%
significantly more likely to walk on to the Rode motorcycle I 3% 2%
ferry. Biked on [ 3% 3%
Van/carpool F 2% 2%
Bus/transit | 1% 1%

Boarding Method of Last Ferry

Ride

Vehicle driver 37% 28% 49% 57% 50%
Passenger in a vehicle 28% 26% 38% 35% 38%
Walk-on 47% 57% 17% 14% 7%
Rode motorcycle 2% 2% 4% 4% 6%
Biked on 4% 4% <1% 3% 8%
Rode in van/carpool <1% 1% 3% 4% --
Rode in bus/transit - - - 2% -

50%
37%
15%
5%
2%
3%
2%

39% 43%
43% 39%
17% 22%
2% 1%
3% 4%

Q34 Thinking about your LAST FERRY RIDE ONLY on the {INSERT Q31 NAME HERE} route, were you the vehicle driver, a passenger in a

vehicle, or did you walk-onto the ferry?

Summer Wave Summary Report
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@ Vehicle Drove on for Last Ferry Ride

% Most of those boarding the ferry in a vehicle did so in an auto, SUV or pick-up between 14-22’ in
length (71%).
® Please note differences between the FROG panelist data and onboard surveys may be attributed to the
fact that FROG members were shown examples of vehicles included in each length category, while onboard
surveys did not include these example vehicles.

Vehicle Type
(n=1,636)

Small auto/SUV/Pick-up (< 14) - 14% 58%
Auto/SUV/Pick-up (14-22') | 71% 30%
Full-size auto/SUV/Pick-up (22'+) _ 13% 7%
Vanpool | 1% 2%
RV, auto, pick-up & trailer/boat (< 30 _ 1% 1%
RV, auto, pick-up & trailer/boat (30’+) | 1% 1%

Q35 Thinking about your LAST FERRY RIDE ONLY on the {INSERT 31 NAME HERE} route, which of the following best describes the
vehicle you drove on the ferry?
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O Time of Last Ferry Ride

% Due to the high concentration of recreational/social riders, the majority of riders’ last ferry
ride was during the weekend.

Time of Last Ferry Trip

(of those who ride route)

m Weekday peak m Weekday off-peak m Weekend
SEA/BAIN (n=264) T 16% 31% ' 53%
SEA/BREM (n=81) 13% 39% 48%
EDM/KIN (n=136) 9% 30% ' 61%
FAU/SOU/VAS (n=121) 16% 33% ' 52%
PTD/TAH (n=31) [N 37% 54%
MUK/CLI (n=146) 16% 38% ' 46%

PTT/COU (n=34) [E3A 39% 53%

ANA/SJI/SID (n=93) 22% 28% 49%

* Caution: Small sample sizes

Q36 Thinking about your LAST FERRY RIDE ONLY on the {INSERT Q31 NAME HERE} route, what was the date and scheduled departure
time (or approximate time of sailing if you don’t remember)?
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O Ticket Used on Last Ferry Ride

% Overall, summer riders are most likely to travel using a single-ride (48%) or multi-ride (35%)
ticket.

® Riders on the Port Townsend Coupeville (81%) and Edmonds/Kingston (65%) routes tend to use single-ride
tickets significantly more often, while those on the Port Defiance/Tahlequah (70%) or
Fauntleroy/Southworth/Vashon (56%) routes are more likely to utilize multi-ride tickets (next page).
% Of those using a multi-ride ticket, the vast majority (81%) report never sharing the ticket with
someone under the age of 19.

Ticket Type —— Multi-Ride Ticket Sharing
(n=2,131) 2010 (n=662)
Single-ride ticket 41% 38%
Multi-ride ticket 31% 35% Na;; 40 fot. share _ e
SmartCard/ORCA [l 9% 10% Yes, a few times per year 10%
Senior/disabled b ;
e o . Yes, a few times per month 8%
Monthly pass 6% 7%
other B 4% 39 Yes, a few times per week | 1%

Q37  Finally, thinking about your LAST FERRY RIDE ONLY on the {INSERT Q31 NAME HERE} route, on what kind of ticket were you
travelling on?
Q38 Do you share your multi-ride card with anyone under the age of 19?
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@ Ticket Used on Last Ferry Ride

Ticket Used on Last Ferry Ride

Single-ride ticket 37% 41% 61% 32% 17%
Multi-ride ticket 24% 17% 16% 50% 68%
SmartCard/ORCA 17% 21% 5% 7% 6%
Senior/disabled 9% 7% 12% 2% 10%
Monthly pass 11% 13% 4% 3% =

Sharing Multi-Ride Tickets with

Those Under 19

31%
41%
4%
11%
5%

| 80% 37%
3% 50% I
3% 1%
9% 7%
2% <1%

Yes, a few times a week 1% = = = 2%
Yes, a few times a month 9% 4% 11% 13% 9%
Yes, a few times a year 14% 14% 7% 9% 7%
No, do not share 77% 83% 83% 78% 82%

2%
7%
5%
86%

= 1%
= 3%
= 16%
80%

Q37  Finally, thinking about your LAST FERRY RIDE ONLY on the {INSERT Q31 NAME HERE} route, on what kind of ticket were you

travelling on?
Q38 Do you share your multi-ride card with anyone under the age of 19?
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Rider Satisfaction
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@ Overall Satisfaction

s The percentage of riders saying they are satisfied with the level of service provided by WSF during
the summer months has fallen significantly compared to 2010 (68% vs. 72%).

® The Anacortes/San Juan Islands (34%) and Mukilteo/Clinton (29%) routes tend to show significantly higher
dissatisfaction rates than riders of other routes. While 52% of Southworth/Vashon riders are dissatisfied, this
should be interpreted with caution due to a small sample size.

Overall Satisfaction with WSF Overall Dissatisfaction by Route
e g . (Bottom Box 1-2) 2010
Very dissatisfied Very satisfied
< SEA/BAIN (n=600) 19% 12%

_ SEA/BREM (n=209) 20% 27%
2012 ! g
(n=2,248) 13 34% EDM/KIN (n=373) - 22% 17%
FAU/VAS (n=183) - 21% 21%
Onboard 2012 3% i o FAU/SOU (n=76) 15% 23%
(n=1,722) 2% = : SOU/VAS (n=12%) 19%
_{
e PTD/TAH (n=65) |l 17% 29%
- -
(n=4,170) ” I = MUK/CLI (n=380) 12%
PTT/COU (n=85) 20% 14%
ANA/SJI (n=212) | | 34% 24%
Only ratings of satisfaction (4-5) or dissatisfaction (1-2) are shown. e
Ratings of 3 or don’t know are not shown. SJIF (n=227) - 36% 29%
ANA/SID (n=29) _ 11% 9%

Q20  For the remainder of this survey, we are interested in your experiences and opinions of Washington State Ferries during the
Summer period, June 17t through September 22". All things considered, how satisfied are you with the service provided by
Washington State Ferries during the Summer period?
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@ Overall Summer Value

J/

« The percentage of riders claiming WSF is a “good” or “very good” value in the summer period has
increased significantly compared to 2010 (80% vs. 75%).

Overall “Good Value” by Route

Perceived Summer Value (Top Box 3-4) T
A poor value A good value
SEA/BAIN (n=597) 78% 73%
SEA/BREM (n=207) 76% 81%
2012 | 1
% » % EDM/KIN (n=367 % 72%
(12,067) 3% |16% 63% (n=367) 79%
FAU/VAS (n=183) 69% 72%
: FAU/SOU (n=76 % 79%
Onboard 2012 o 65 )3 {m=76) Bl
(n=1,696) g : SOU/VAS (n=12%) 73% 72%
PTD/TAH (n=65) 66%
2010 -
(n=3,898) 5%I 20% 61% MUK/CLI (n=375) ! 72% 77%
PTT/COU (n=81) 82% 88%
ANA/SJI (n=212) 66% 78%
SJIl (n=22%) 60%
ANA/SID (n=29*) 82% 67%

-]

Q26  For the Summer period (June 17th through September 22"), do you feel that Washington State Ferries is...
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@ Encouraging Tourism

s Among recreational/social riders, the vast majority (92%) say WSF is either “somewhat” or “very
important” in encouraging tourism in the Puget Sound region.

WSF Encouraging Tourism
(n=720)
s 3%

m Very important

m Somewhat important

« Somewhat unimportant
m Not at all important

WSF Encouraging Tourism
By Route

Very/Somewhat Important 95% 92% 88% 93% 92% 91% 94% 94%

Q38A How important would you say the Washington State Ferries are to encouraging tourism in the region? Would you say...
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O Gap Analysis

% The following slides present quadrant charts outlining the relative importance of each ferry attribute and the

relative satisfaction of each attribute.

E The two sample sizes shown on each chart represent the maximum and minimum number of riders rating any given

attribute, due to embedded skip logic.

% Each quad chart is also overlaid with a parity line.

. The parity line represents where importance and satisfaction is equal, and identifies the ferry attributes with the

greatest disparity between satisfaction and importance.

%+  Attributes considered highly important, but with low satisfaction, indicate opportunity areas for improvement by
WSF. Increasing awareness of these important attributes may help promote more positive impressions of the

ferry system, as well as boost overall satisfaction.

High Importance
A

> High

Low <&
Satisfaction e
Low Priority Nice to Have
Lower than ;ve’r'a’ge satisfaction Higher than average satisfaction
and lowerthan average and lower than average
impertance ratings importance ratings
Parity line W

Low Importance

Satisfaction
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@ Gap Analysis

Attributes
Terminals are clean and well maintained 1
Terminals are comfortable 2
< The table to the Sailing schedule is adequately coordinated with transit services available at the terminal 3
right shows the code Adequate parking near terminals 4
number used in the Easy loading and unloading for walk-on 5
quadrant charts on . -
the following pages Passenger loading procedures are efficient 6
for each ferry Passenger unloading procedures are efficient 7
attribute that was Loading crew is friendly, courteous and polite 8
rated on both Loading procedures are efficient 9
importance and Loads ferries to capacity with little room between cars 10
satisfaction. Loading crews provide clear directions and/or hand signals 11
Efficiently processes vehicles through ticket lanes 12
Unloading crew is friendly, courteous and polite 13
Unloading procedures are efficient 14
Unloading crews provide clear directions and/or hand signals 15
Passenger seating areas are clean and comfortable 16
Bathrooms on the ferries are clean and well maintained 17
Vessels are well maintained (not rusty/dirty) and safe (not cluttered) 18
Vessel crew is friendly, courteous and polite 19
Vessel crew is helpful, competent and knowledgeable 20
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@ Overall Gap Analysis

% Overall, clear directions/hand signals by the loading crews (11) and clean and well maintained
bathrooms (17) and terminals (1) are the areas of greatest opportunity to improve.

Satisfaction vs. Importance Ratings (n-839-2,058)

Low
Satisfaction

® 2

/ Low Priority

Low
Importance

¢ 3

® 10

¢ 13

Nice to Have

High
Satisfaction
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@ Seattle/Bainbridge Gap Analysis

% Among Seattle/Bainbridge riders, clean and maintained terminals (1) and bathrooms (17), easy
loading and unloading of passengers (5) and efficient loading (6) and unloading (7) procedures
for passengers are the areas of greatest opportunity to improve.

2 €t

Low
Satisfaction

Low Priority

Low
Importance

Satisfaction vs. Importance Ratings (n=196-549)

Nice to Have

High
Satisfaction
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@ Seattle/Bremerton Gap Analysis

% Among Seattle/Bremerton riders, clean and maintained bathrooms (17) and terminals (1), clean
and comfortable seating areas (16), well maintained and safe vessels (18) and clear
directions/hand signals by the loading crews (11) are the areas of greatest opportunity to
improve.

Low
Satisfaction

/ Lew Priority

Low
Importance

Satisfaction vs. Importance Ratings (n=87-208)

& 13

Nice to Have

High
Satisfaction
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@ Edmonds/Kingston Gap Analysis

% Among Edmonds/Kingston riders, clean and well maintained bathrooms (17) and terminals (1),
and clear directions/hand signals by the loading crews (11) are the areas of greatest
opportunity to improve.

Low
Satisfaction

2

/ Low Priority ~

Low
Importance

® 810

Satisfaction vs. Importance Ratings (n=130-348)

& 13

Nice to Have

High
Satisfaction
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@ Fauntleroy/Southworth/Vashon Gap Analysis

% Among Fauntleroy/Southworth/Vashon riders, clear directions/hand signals by the loading
crews (11), efficient loading procedures (9) and efficiently processing through ticket lanes (12)
are the areas of greatest opportunity to improve.

Low
Satisfaction

® 2
= - 7’
- Low Priority

Low
Importance

® 8

¢ 0

Satisfaction vs. Importance Ratings (n=123-244)

& 13

Nice to Have

High
Satisfaction
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@ Point Defiance/Tahlequah Gap Analysis

% Among Point Defiance/Tahlequah riders, clear directions/hand signals by the loading (11) and
unloading (15) crews, efficient loading procedures (9) and efficiently processing vehicles
through ticket lanes (12) are the areas of greatest opportunity to improve.

4 G—

Low
Satisfaction

Low Priority

Low
Importance

Satisfaction vs. Importance Ratings (n-33-56)

® 6

® 1

&5

Nice to Have

High
Satisfaction
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@ Mukilteo/Clinton Gap Analysis

% Among Mukilteo/Clinton riders, clear directions/hand signals by the loading crews (11), and
clean and maintained bathrooms (17) are the areas of greatest opportunity to improve.

Low
Satisfaction

Low Priority”

Low
Importance

Satisfaction vs. Importance Ratings (n=133-343)

Nice to Have

& 13 High
Satisfaction
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% Among Port Townsend/Coupeville riders, efficient passenger loading procedures (6), clear
directions/hand signals by the loading crews (11) and efficiently processing vehicles through
ticket lanes (12) are the areas of greatest opportunity to improve.

Satisfaction vs. Importance Ratings (n=31-79)

Low
Satisfaction > *
’
/
’
Vs
7
P
® 2 2
/’
7’
’
s 7 Low
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% Among San Juan riders, efficient passenger loading procedures (6) and well maintained vessels
(18) are the areas of greatest opportunity to improve.

Satisfaction vs. Importance Ratings (n-=106-229)

Low
Satisfaction "
P d
”,
rd
L
® 1 i
® 1 7 %
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7
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The following slides present an overview of the
quad chart analysis, similar to the table to the
right.
: Each quad chart consists of four quadrants:

= Opportunity area (red)

- High priority (green)

- Nice to have (blue)

= Low priority (yellow)

To aid WSF and the legislature in the decision
making process of where to focus resources,
the quad charts were overlaid with the parity
line.
= The parity line represents where importance
and satisfaction is equal.
=  This additional analysis identifies the ferry
attributes with the greatest disparity
between satisfaction and importance.
=  The numbers in the table are the
distance to the parity line.
= The darker the color, the bigger the
disparity.
The legislature should focus on the features in
the opportunity area that are the darkest shad
of red (i.e., greatest disparity within the
opportunity area).

Attributes

1 Loading crews provide clear directions and/or hand signals 5%
17 Bathroons on the ferries are clean and vell maintained 5%
12 Efficiently processes vehicles through ticket lanes

18 Vessels are wellmaintained (not rusty/dirty) and safe (not cluttered)

9 Loading procedures are efficient

5 Easy loading and unloading for walk-on

7 Passenger unbading procedures are efficient

6 Passenger loading procedures are efficient

16 Passenger seating areas are clean and comfortable -2%
14 Unloading procedures are efficient -3%
15 Unloading crews provide clear directions and/or hand signals -4%
20 Vessel crew is helpful, competent and knowledgeable -6%
19 Vessel crew is friendly, courteous and polite -7%
13 Unloading crew is friendly, courteous and polite -
10 Loads ferries to capacity with little room between cars -6%
8 Loading crew is friendly, courteous and polite -4%
4 Adequate parking near terminals 12%
2 Terminals are comfortable 7%
3 Schedule is adequately coordinated with transit services at terminal 7%
1 Terminak are clean and well maintained 3%




11 Loading crews provide clear directions and/or hand signals 5% 5% 5% 3%

17 Bathrooms on the ferries are clean and well maintained 5% 6% /'ix -6% 4%

12 Efficiently processes vehicles through ticket lanes -4% 7% 5%

18 Vessels are wellmaintained (not rusty/dirty) and safe (not cluttered) -2 3% | 2% 7%
9 Loading procedures are efficient 2% -4% 5%

5 Easy loading and unloading for walk-on 5% 7% -4% -3% 1% 1%
7 Passenger unloading procedures are efficient 5% -3% -6% -5% 3%

6 Passenger loading procedures are efficient 1% -6% 3% -3% 6% 4%
16 Passenger seating areas are clean and comfortable (= -7% -11% -7% 4% =3
14 Unloading procedures are efficient - ] -4% -4$ 3%
15 Unloading crews provide clear directions and/or hand signals -4% -8% 7% -4% 2%

20 Vesselcrew is helpful, competent and knowledgeable -6% -5% -7% -4% -3% -7% -7%
19 Vessel crew is friendly, courteous and polite -7% -10% -8% -4% -4% -6% -5% -6% -10%
13 Unloading crew is friendly, courteous and polite -3% -8%
10 Loads ferries to capacity with little room between cars W -9% -4% -4% -1% -2% 5%

8 Loading crew is friendly, courteous and polite -4% -4% -5% -4% -4% -4% -4% 5%
4 Adequate parking near terminals 12% 6% 1% 12% 15% 26% 30% 19% 7%
2 Terminals are comfortable 7% 14% 4% 12% 1% -13% -5% 4% 7%
3 Schedule is adequately coordinated with transit services at terminal 7% 7% 13% 19% 4% -7% 9%
1 Terminals are clean and well maintained 3% 4% -6% - -2% 1% 4%




% The following slides present an overview of each ferry attribute individually:

=  The percentage providing top ratings (4-5 on a 5-point scale) for importance and satisfaction for each of
the ferry attributes, by route.

=  The percentage providing bottom ratings (1-2 on a 5-point scale) for satisfaction for each of the ferry
attributes, by route.

=  Top routes and/or boats with dissatisfied riders.

=  Routes, terminals and boats may be skewed by overall traffic (i.e., routes with higher traffic may
be more likely to be highlighted for dissatisfaction).

= Verbatim responses stating specifics about what made riders dissatisfied.

% Importance and satisfaction scores are highlighted according to how the attribute rated in the quad

chart, by route. High Importance
A

Low _ . High
Satisfaction ~ satisfaction
Low Priority Nice to Have
Lower than average satisfaction and Higher than average satisfaction and
lower than average importance ratings lower than average importance ratings
\’

Low Importance



% Among those who went inside a ferry terminal, Anacortes/San Juan Islands/Sidney,
Seattle/Bainbridge and Seattle/Bremerton have the highest dissatisfaction ratings for terminal
cleanliness and maintenance.

Ratings on a 5-pt Scale Sﬁlrjél/D
(1=low; 5=high) 167
I(Z?)' 90% 94% 92% 92% 81% 90% 86% 80%
Ter.mln.als are clean and well Sat. | 65% 2% 54% 69% - 75% 70% 76% 49%
maintained (4-5)
et | 9% 1% 10% 8% - 2% 6% 6% 17%

Top Unsatisfactory Specific Complaints

Tel::lzgals . Seatlse: “Bathroom availability - (closure and broken multiple times) and conditions (not cleaned nearly enough /
smell).”
51% « Seattle: “Bathrooms are quite dirty and smelly. Towel racks do not always work. | know the bathrooms are used by a
Seattle rough’ crowd at times, but | think they are worse than they need to be.”
+ Seattle/Bainbridge: “The bathrooms are always dingy at both terminals. Bainbridge is just in poor shape, clean but
21% really dark, with wasted space and in need of upgrading. The passenger holding area, particularly the walkway, is worn
Anacortes out and probably not seismically safe. The Seattle terminal feels safe but is surrounded by homeless citizens and
aggressive cab drivers. The parking spaces in the Seattle holding area feel like a warehouse lot.”
20% * Mukilteo: “The terminal is antiquated, and doesn't show well for tourism. Restrooms are underwhelming and
Bainbridge extremely institutional. Very unattractive to any visitor. Commuters can and will live with it but they look like people
don't care. They also look like they've had extreme budget cuts.”
9% « Seattle/Bainbridge: “Old. Poorly painted. Looks liked a tired Greyhound bus depot.”
Mukilteo « Coupeville: “Smelled like a sewer every time | have been in it for the past 7 years.”
+ Fauntleroy/Southworth: “Terminals not very clean/vending machines are frequently out of order”
7% « Anacortes: “Need more frequent vacuuming, painting, bathroom cleaning, especially during busy summer months.”
Edmonds » Anacortes: “Facility is old and outdated. Bathrooms in terminal are small, outdated and unclean. Bathroom in parking
lot is fine.”




% Overall, comfort of terminals is of lower importance to those who went inside a ferry terminal;
however, among this audience, Seattle/Bainbridge and Anacortes/San Juan Islands/Sidney are
the routes receiving the most unsatisfactory ratings.

Ratings on a 5-pt Scale Sﬁlrjél/D
(1=low; 5=high) 167
I(T?) 82% 83% 84% 88% 83% 64% 80% 82% 74%
The t.ermmals are comfortable | Sat. | 51% 42% 53% 54% 60% 61% 64% 67% 30%
(seating, temperature, etc.) (4-5)
2‘_”'25)“' | 15% 22% 13% 9% 15% 7% 11% 2% 22%
Top Unsatisfactory Specific Complaints
Te;r:l;l";als » Seattle: “Air conditioning should be used in the terminal instead of fans.”
« Seattle/Bremerton: “At both terminals, the seats are not comfortable, and the terminals are noisy. The restrooms are
48% small and become easily crowded in the terminals. The Seattle terminal seating is too close to all the food vendors,
Seattle which makes the seating area louder than necessary. As a commuter, | do not appreciate listening to kids being loud in
the terminals.”
23% » Seattle/Bainbridge: “Seating, temperature, cleanliness and the homeless crowd.”
Bainbridge « Anacortes: “Rundown overcrowded and smelly due to poor ventilation. Overall feeling is shabby with a run down post-
industrial feel. Basically stupid lousy architecture with a tacky gift shop and NO PERSONALITY. That is OK with me since
16% you guys are broke.”
Anacortes » Mukilteo: “Severe lack of indoor space for walk-on passengers. Also, the turnstiles take up far too much of the small
interior and often do not work, or work slowly. Most people are forced to wait outside in the rain and wind.”
11% « Clinton: “With a talking monitor always on, you don't give people a choice in the waiting room to sit in silence. We
Fauntleroy have to hear the monitor. | find this invasive.”
« Fauntleroy/Southworth: “Both Fauntleroy and Southworth are small and do not accommodate many walk-on
7% passengers.”
Mukilteo » Seattle/Clinton/Orcas/Sidney: “General griminess of restroom facilities and crowded facilities.”




\/
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Among riders who walked on during the summer period, sailing schedule coordinated with the
transit services is of lower importance; however satisfaction is also low, especially among those
riding the Point Defiance/Tahlequah and Anacortes/San Juan Islands/Sidney routes.

Ratings on a 5-pt Scale ;EQ/A E'Z’n/ 21(-)1[-]/ Sﬁ‘l";g/D

(1=low; 5=high) n=158 n=167 n=36 n=120
Imp.

WSF sailing schedule is (45) 73% 76% 77% 62% 81% 77% 77% 52% 61%

adequately coordinated with | Sat. |

transit services available at the (4'5) — — — B L = S — —

tetminat 2‘_”'25)“' | 18% 15% 20% 20% 22% 41% 14% 1% 27%

Top Unsatisfactory

Terminals
n=231

35%
Seattle .

16% .
Fauntleroy .

14% .
Anacortes

11% .
Edmonds

Specific Complaints

Seattle: “The morning commuter buses should be timed to allow people getting off the boat from Bainbridge to not
have to knock over other passengers and run like fiends to make their connections. The commuter buses at the ferry
terminal should be timed with the largest commuter boats!”

Seattle/Bainbridge: “Not enough connections between local transit and WA State ferries..WSDOT should help pay for
transit services to meet ferries.”

Bremerton: “If the boat is a minute late the buses are gone! This is habitual.”

Fauntleroy/Southworth: “Having bus arrive at Fauntleroy just after ferry sailed and having Southworth bus depart just
before ferry arrived. There doesn't seem to be any effort to coordinate schedules.”

Mukilteo: “Transit [is] basically only available during commuting hours. A lack of transit to downtown Seattle or
Bellevue/Eastside. Trains running a couple of times each direction during other than commute hours would be
extremely beneficial.”

Anacortes: “Buses aren't timed to meet ferries. | know this is hard b/c ferry schedules change, it would be nice if SKAT
had hourly service.”

8%
Mukilteo
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Of those who walked on during the summer period, lack of adequate parking near terminals
remains a moderate problem, primarily among Mukilteo/Clinton riders.

Ratings on a 5-pt Scale PrT/ ANA/
(1=low; 5=high) ggl: S:iﬁszloD
e 72% 64% 60% 74% 73% 87% 86% 76% 82%
WSF provides adequate parking | Sat. | 34% 34% 34% 40% 30% 29% 21% 40% 47%
near the terminals (4-5)
et | 32% 25% 24% 33% 39% 40% 51% 30% 24%

Top Unsatisfactory

Terminals
n=399

27%
Seattle ¢

23% *
Mukilteo .

19% :
Bainbridge

15% .
Fauntleroy

Specific Complaints
n=259

Fauntleroy: “No parking at all except for street parking. No shuttle option to park further away and ride to the
terminal.”

Anacortes: “During busy summer period, the upper lot is too far from the terminal. A shuttle service from the upper
lot to the terminal would be great.”

Seattle: “As we all know, there is almost no parking anywhere near the terminal.”

Mukilteo/Clinton: “In Mukilteo, parking is sparse, and Clinton it’s a long walk up a steep hill.”

Anacortes: “Parking and loading in Anacortes is awful. Very inconvenient for seniors, ADA.”

Bainbridge: “WSF doesn't actually provide any parking at Bainbridge! It's privately owned, over-priced, and they
recently started charging for motorcycles, a bad move. Motorcycle and scooter commuting dropped by about two-thirds
overnight.”

Edmonds/Seattle/Bainbridge: “Edmonds has virtually no long-term parking available for walk-on recreational
passengers. Bainbridge and Seattle have no parking that is affordable for long-term recreational riders.”

11%
Edmonds




% Again, among riders who walked on during the summer period, easy walk-on passenger loading
and unloading is most problematic for riders of the Seattle/Bainbridge, Mukilteo/Clinton and
Anacortes/San Juan Islands/Sidney routes.

SEA/ SEA/ EDM/ MUK/ PTT/ ANA/
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Top Unsatisfactory Specific Complaints
Terminals n=83

n=138 « Seattle: “Automated turnstiles in Seattle frequently don't work correctly and the staff stand in front of the turnstiles,
34% getting in the way of passengers trying to board.”
Seattle « Bainbridge: “There is no safe place to unload a passenger with luggage at Bainbridge. The handicapped parking, the
taxi stand and the Clearwater Casino bus make for a crowded and unsafe area.”
33% » Seattle/Bainbridge: “Incredible bottleneck - passenger unloading at both ends is like cattle herding.”
Bainbridge + Fauntleroy/Southworth: “Passengers have to load and unload via the car deck and it is difficult, dirty and [there are]
tight spaces between cars or motorcycles.”
17% *  Mukilteo: “Need better flow for passengers to avoid congestion at intersections. Near accidents with cars/passengers
Mukilteo are routine.”
* Mukilteo/Clinton: “The walk-ons are an afterthought - the system is built around cars. Worse, the cars need to wait
12% for the walk-ons to embark/disembark.”
Clinton + Seattle/Bainbridge: “Narrow lanes make everyone travel as slow as the slowest person.”
10%
Fauntleroy




% Overall, efficient passenger loading procedures are deemed important and have mixed
satisfaction ratings among walk-on riders. Routes with the most dissatisfied riders include
Anacortes/San Juan Islands/Sidney, Seattle/Bainbridge and Port Townsend/Coupeville.
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Top Unsatisfactory Specific Complaints
Terminals n=78

n=123 * Mukilteo/Clinton: “Have to load before or after car loading. Unable to load while cars are loading like other heavily
38% trafficked routes.”
Seattle « Seattle/Bainbridge: “Need to get a better system for loading/unloading walk-ons faster. And the workers who operate
the ramp need to move faster and be a lot more organized/efficient - show a sense of urgency.”
26% « Seattle: “Too many of the ticket turnstiles do not work, causing backups during commuter hours.”
Bainbridge « Seattle/Kingston: “The dock workers do not take control of the vehicle movements with AUTHORITY! A lot of the time
their directions are not deliberate enough to get the vehicles on and off in a timely manner.”
16% « Anacortes: “After only a handful of cars have loaded, the crewman almost always stop loading and wait a couple
Mukilteo minutes for unknown reasons. This should be a repeatable process with occasional decision making needs for odd sized
vehicles.”
11% *  Mukilteo: “Wait times are terrible and the fact that you have to stop traffic to empty the holding lot is dangerous and
Anacortes inefficient.”
10%
Clinton




% Similarly, efficient passenger unloading procedures are also important and have mixed
satisfaction ratings for walk-on riders. Anacortes/San Juan Islands/Sidney and Seattle/
Bainbridge riders are most dissatisfied with unloading procedures.
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Top Unsatisfactory Specific Complaints
Terminals n=67

n=119 « Friday Harbor: “When the ferry is especially full in the summer and people are attempting to cross over in front of
49% traffic off-loading the ferry, it is poorly designed and there should be a fence/gate or personnel to prevent this from
Seattle happening. It not only slows the traffic from disembarking, it is often quite dangerous.”
« Seattle: “Traffic lights on Alaskan Way need to be coordinated with ferry unloading. It's very poor now, and the traffic
30% lights are a big reason that the ferries unload slowly in summer.”
Bainbridge « Bainbridge: “Offloading in Bainbridge is crowded at best because passengers waiting to load do not stand back behind
their designated area and let offloading passengers get by. The ferry workers need to enforce the passenger waiting
10% areas and make sure the ropes that separate the walkway are set correctly to allow for the masses to disembark.”
Clinton/Mukilteo + Pt. Townsend/Coupeville: “New boat designs cause priority loading not to be reflected in priority unloading. First car
on can be almost last car off, due to poor boat design. The new boats are dangerous and ridiculous!”
9% * Mukilteo: “Traffic in the Mukilteo area is a huge problem and unloading the ferry where you have pedestrians, busses
Bremerton and cars all meeting in the same place at the same time is dangerous and not a smooth operation.”
8%
Fauntleroy




% Among drive-on and passenger riders, the friendliness of loading crews rates as moderately
important and most riders are satisfied.
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13%
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10%

Specific Complaints
N=88

Seattle/Bainbridge: “WSF loading crews are frequently rude and often appear unmotivated to do their jobs well.”
Seattle: “They were not paying attention to what the drivers coming into the lot were doing. They did not provide
clear instructions for loading.”

Mukilteo/Clinton: “Crews on the ferry don't seem too friendly and are not always clear as to what they want you to do
when loading. Most of the time | get the impression the loading crew hate their jobs. this doesn't apply to all workers,
but most of them.”

Edmonds/Kingston/Vashon/Mukilteo/Clinton: “Ferry workers are bored and unhappy, and they show it. Would it kill
them to smile and be friendly?”

Seattle/Bainbridge/Edmonds: “Sometimes the hand signals are not clear; if | don’t understand, the personnel act as if
I'm stupid. Also, if they look bored, | don't sense they're really paying attention to helping me load my car safely.”
Mukilteo/Clinton: “Rude, arrogant employees who act as though they do you a favor to let you on the boat. All the
employees disappear once the boat is loaded, unlike BC ferries.”

Fauntleroy: “Unfriendly and impatient. A general sense of irritation with something either driver attitudes, work
conditions or something.”

Clinton




% Efficient loading procedures are rated as very important among drive-on and passenger riders;
however, satisfaction is only moderate. Point Defiance/Tahlequah and Anacortes/San Juan
Islands/Sidney riders provide the highest dissatisfied ratings.
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Specific Complaints
n=92

Anacortes: “With only one ticket taker and a long line, | missed the ferry because it took over Y2 hour to get a ticket.
They should hold a ferry for anyone in line to get a ticket at least 20 minutes ahead of time.”

Seattle: “Crew do not make much of an effort to keep cars moving two abreast to load. A very casual approach.”
Fauntleroy: “Deck staff on the same boat use different hand signs for the same thing and often | get conflicting
directions form 2 deck staff at the same time.”

Seattle/Bainbridge: “l have been riding the ferries for 30 years. The loading order has become absurd. You can get
there early and be one of the last cars on the boat.”

Mukilteo/Clinton: “There seem to be larger and larger areas left unoccupied, which means the lines and wait times are
longer than they need to be. This seems to happen at pretty much all times now, so | can't identify time of day or
week.”

Seattle: “Cars are loaded in a random position onto the ferry. Middle is loaded last and emptied first.”

Friday Harbor/Anacortes: “Often they attempt to squeeze larger vehicles into small places or up against the sides of
the ferries, resulting in not being able to get the passenger or driver side door open. In Friday Harbor it is rare that
both lanes are used to load vehicles, usually resulting in late departures. Often loading comes to a screeching halt
while the crew walks around looking at the how loaded each side is. Shouldnt he/she already now that?”




% Among drive-on and passenger riders, those riding Point Defiance/Tahlequah, Mukilteo/Clinton
and Fauntleroy/Vashon/Southworth routes are most dissatisfied with the ability to load ferries
to capacity.

Ratings on a 5-pt Scale SﬁDQ(D
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Top Unsatisfactory Specific Complaints
Terminals n=97

n=136 » Seattle: “About 2-3x per week on the sailings | travel on, there are usually gaps on the upper decks, enough that 1-2
25% standard passenger cars on each side could be accommodated. Typically caused by people unfamiliar with the ferry;
Seattle crew is too busy directing cars to the various decks to check this during the loading.”
» Edmonds: “Crew left room for 5 cars at least but left because boat was late, on a Friday at 5:25pm departure time.
22% Crew should have taken the extra 90 seconds for 5 more cars to completely fill the boat when the backup was 2 hours.”
Mukilteo * Mukilteo/Clinton: “I have been on the ferry several times when there was room for MORE cars. They left without
making sure that the boat will filled to capacity even though there were long lines and waits to cross. | travel this
17% route a lot and | believe that the crews have become much less efficient at filling the boats to capacity.”
Bainbridge » Seattle: “Not just this one ride, every time | ride. It used to be that they would direct you very close, not at all any
more, just direct you to which lane. What happened??? People get left at the dock because of big gaps between cars.”
15% » Edmonds/Kingston: “People stop where they feel like it -- no crew members encouraging them to pull up close or not
Edmonds/Kingston/ park in marked walkways.”
Fauntleroy » Seattle/Bainbridge: “The crew is generally lax on being certain cars are parked ‘tight’. Several additional cars could be
on the boat each time we use it.”
14%
Clinton




% Overall, there is room for improvement in providing clear loading directions to drive-on and
passenger riders. Roughly one in five Point Defiance/Tahlequah and Anacortes/San Juan
Islands/Sidney riders are dissatisfied.
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Specific Complaints
n=126

Seattle: “A few loaders do not make eye contact and do not give clear signals in advance. This is annoying and
dangerous.”

Mukilteo: “Boat crew needs much better communication with drivers. Often they are too busy talking to each other;
very cursory wave - not sure what you meant?!”

Mukilteo/Clinton: “Confusing hand signals - some of the crew members use hand signals along with verbal commands.
This is much more helpful than just trying to figure out some of there hand movements.”

Seattle/Bainbridge: “Universally, loading personnel make vague, small hand gestures (or even just a single finger!) to
indicate where drivers should go, without using eye contact. They get irritated if you don't use ESP to learn where to
go. It would be helpful if all loading personnel learned the SAME hand gestures for loading!”

Port Defiance/Tahlequah/Fauntleroy/Vashon: “Hand signals [are] not standard and hands [are] not always clearly
visible in marginal lighting conditions.”

Coupeville/Pt. Townsend/Mukilteo/Clinton: “Hand signals and gestures vary between crew and are often unclear to
the uninitiated, so tourists are often confused. I'm a long-time ferry commuter and sometimes | can't tell what lane
they want me to go into form their offhand gesture.”

Anacortes/Bremerton




% Among drive-on and passenger riders, efficiently processing vehicles presents an opportunity for
improvement, primarily among riders of the Point Defiance/Tahlequah route, where one in five
riders report being dissatisfied.
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Specific Complaints
n=141

Fauntleroy: “As a frequent user ticket holder, | would appreciate not having to get in line behind riders needing to
purchase their tickets. We need a separate lane where we can just go in and line up on the dock.”

Edmonds: “/ am always unhappy that | have purchased my multi-ride ticket already, and still have to wait behind other
vehicles who are purchasing. Why isn't there a pass through lane or a scanner for those of us who have already paid?
The attendants are kind, but | don't get why we don't have a mechanism like on the 520 bridge/ Tacoma bridge where
we have an electronic reader. I'd like to have that system for the ferries.”

Seattle: “Lack of toll booths open. Generally, one or two booths are open and does not accommodate rush hour
commuters. People continue to cut across at the ‘truck only’ lane instead of waiting at the ferry waiting lines.”
Anacortes: “Why does it take one person take your ticket, then 20 feet down the road a second person tells drivers
what lane to get into? This causes a big traffic snarl and adds no customer value. The ticket seller could simply say
Proceed to Lane 1" and eliminate the second person and traffic back up.”

Mukilteo/Clinton: “Processing of credit cards (and other methods of payment, to a lesser degree) is slow. Too much
conversation between drivers and ticket agents.”

11%
Anacortes




% Similar to loading crew friendliness, drive-on and passenger riders provide the unloading crews
with moderate importance ratings and the majority of riders are happy.
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Specific Complaints
n=53

Mukilteo/Clinton: “The crew never smiles, a simple smile would make me the traveler feel a bit more welcome. The
Coupeville route is a good example of making people feel welcome.”

Edmonds/Kingston: “The crew is probably focused on getting vehicles off the boat, but they do not relate in a friendly
or courteous manner...rather they seem distant and disconnected from the public they are serving.”

Friday Harbor: “Everyone is surly. | try to be friendly and they could care less. It is always the summer people that are
like this. | do not get it.”

Seattle: “Crews have members who should not be working with the public. We don't appreciate their rude behavior.”
Fauntleroy: “As cars drive off [the crews] forget to remove blocks so the next car drives over it then they berate the
driver.”

Seattle/Bainbridge/Mukilteo/Clinton: “Other than the few individuals that recognize me from years of travel, | rarely
get what | would call friendly, courteous and polite service. | would say that if WSF was a restaurant or other service
type industry, | would take my business elsewhere. Good thing you have a monopoly and we are not able to vote with
our wallets".”




% Efficient unloading procedures are also rated as very important among drive-on and passenger
riders; however satisfaction is higher than for loading. Again, Point Defiance/Tahlequah and
Anacortes/San Juan Islands/Sidney riders provide the highest dissatisfied ratings.
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Specific Complaints
n=63

Fauntleroy: “Dangerous and slower disembarking now that there is no police officer to guide traffic at end of dock or
load traffic thru terminal.”

Friday Harbor: “Friday Harbor foot traffic is not controlled and unloading foot passengers get in the way of unloading
cars.”

Bremerton/Tahlequah/Fauntleroy/Vashon: “| wish they'd work harder to unload in the order they load. | don't get
why they load the center last but unload first. There's probably a good reason for it, but after 20 years, | haven't
figured it out.”

Seattle: “They do not hold to a policy of 1st on 1st off. This may be more efficient but one comes early to the ferry for
a purpose.”

Friday Harbor/Anacortes: “Traffic bottlenecks shortly after ferry, put measures in place to keep cars moving away
from the boat.”

Seattle/Bainbridge/Edmonds/Kingston: “Inconsistent unloading patterns. Sometimes last on is first off, others first on
first off. Many of us arrive early at terminal to make sure we get on [the] ferry and discharged early in process, and it
doesn't always work out that way. [This is] particularly a problem with the alleys.”

Mukilteo/Clinton: “[Crews] delayed loading by talking with friends and not paying attention to [their] job.”

Edmonds




% Drive-on and passenger riders rate clear unloading directions significantly higher on satisfaction
than clear loading directions. Point Defiance/Tahlequah and Mukilteo/Clinton riders have the
highest dissatisfied ratings.
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Specific Complaints
n=42

Orcas: “As stated before, a general comment that drivers do not understand when signals are not standardized and put
online or printed for review.”

Fauntleroy/Vashon: “Note that this is less an issue on unloading than loading, simply because there is less possibility
for confusion about where to drive. However, it is still the case that deck crew on the Vashon-Fauntleroy route are
highly inconsistent in providing direction. Different crew members use different hand signals. Some use minimal
motion. This results in driver confusion and, often is accompanied by loud, insulting rebuke by the crew member when
the driver misunderstands the crew member’s intention.”

Mukilteo: “The ferry workers are completely absent on the dock during unloading in Mukilteo, which allows pedestrians
to interfere with off-loading. This is not only inefficient, it is dangerous.”

Fauntleroy: “Different crews unload the boat in different ways. This should be consistent for all boats, not what looks
like unloading in a random fashion.”

Seattle/Bainbridge: “Very little direction to drivers; lots of standing around; very little work.”

Friday Harbor: “There are no directions, so those that aren’t familiar, both vehicles and walk-off passengers, clog the
immediate exit area and the first few blocks in town.”

Edmonds




% Among those who used the vessel passenger deck area, those on the Seattle/Bremerton and
Anacortes/San Juan Islands/Sidney routes report dissatisfaction with the seating areas being
clean and comfortable. There are very few dissatisfied ratings on all other routes.

SEA/ EDM/ PTD/ MUK/ PTT/ ANA/

Ratings on a 5-pt Scale
BREM KIN TAH CLI Ccou SJI/SID

(1=low; 5=high) n=193 n=331 n=50 n=312 n=76 n=219

Imp.
(4-3)

The ferry passenger seating Sat
(4-5)
comfortable Dissat. ”

| (1-2) .
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n=98 « Kaleetan/Kitsap/Hyak/Walla Walla: “Bench seats are usually dirty - with sticky stuff on them. Tables are usually dirty.
16% Cup holders are often filled with trash or candy. Floors are filthy, especially under the edges of the benches and in the
Kitsap corners. Windows are dirty with bird poop on outside and smeared finger prints on the inside.”
« Kitsap/Chelan/Cathlamet/Kittitas: “It's not unusual for the heat to be off when it's cold, and on when it's hot. We've
14% witnessed tables being cleaned with the same mop used on the floors.”
Kaleetan +  Wenatchee/Tacoma/Puyallup: “Topside decks and seating areas are often dirty (I've seen debris remain for months),
the solarium leaks in wet weather making the seats unusable, and I've encountered on deck flooding due to debris-
11% clogged drains.”
Puyallup « Kaleetan/Kitsap: “The tables and benches are dirty and often need to be cleaned or wiped down. Floors are dirty, [and
the] benches are stained with grime.”
9% + Chelan/Cathlemet/Kittitas: “Windows are dirty, tables are infrequently cleaned, commuter chairs are stained, vending
Wenatchee machines are out of order. Tourists want a bright, clean, inviting experience, our passenger areas are worn and
uninviting. Red vinyl commuter chairs are ugly and stained. Effect is unprofessional and haphazard, like the chairs
8% were bought at a closeout sale. Entire passenger area needs a carefully designed update to be as attractive to tourist
Walla Walla traffic passengers as possible. BC ferries do a much better job of this.”
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% Again, among those who used the vessel passenger deck area, riders on the Seattle/Bremerton

route are also the most dissatisfied with the cleanliness and maintenance of on-boat

bathrooms.
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Specific Complaints
n=111

Wenatchee/Tacoma: “You have to hold your breath and step over puddles when visiting the men’s room.”
Wenatchee/Tacoma: “This is due to the poor ventilation in the male restroom on the 520, 620 and 705 Bl to Seattle
ferries. The smell is horrible and often the paper towels are out.”

Cathlamet/Kittitas: “The ventilation in the restrooms is atrocious. They always smell like the monkey house at the
zoo, and the smell wafts out into the cabin. This is not acceptable.”

Elwha: “I have had to ask the crew to put toilet paper and seat covers in the women's bathroom. Does anyone check
this?”

Kaleetan/Hyak: “Bathrooms are not very clean, old fixtures, rusty stalls, some stalls don’t lock, sometimes soap is
missing, toilets don’t flush well.”

Kaleetan/Kitsap/Hyak/Walla Walla: “Bathrooms are always dirty and smelly. Often the toilet paper and hand towels
are empty. Doors have suspicious dried liquid on the insides.”

Kittitas: “The garbage was overflowing in the women’s bathroom. One stall was out of service.”

8%
Walla Walla




0

% Among all ferry riders, more than one in five Seattle/Bremerton and Anacortes/San Juan

Island/Sidney riders disagree that the vessels are maintained and safe.
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Specific Complaints
n=113

Chetzemoka/lssaquah: “A large number of early morning runs have been canceled on the Chetzemoka. This boat is not
suited to the route it is being used on and everyone hates it, passengers and crew alike. The Issaquah has been taken
out of service for mechanical problems too frequently, it does not appear to be well maintained.”

Chelan: “Car deck paint was peeling and rust was showing. Passenger deck floors were dirty/stained in places.”
Wenatchee/Tacoma/Puyallup: “Paint is often peeling, solarium leaks during rain drenching the benches, and the on
deck drains are often clogged with debris, leading to flooding of the stairwells.”
Wenatchee/Tacoma/Puyallup/Kaleetan/Kitsap/Spokane: “Rust is showing everywhere. The vehicle decks are down to
metal when they should have non-skid. | have slipped on the bare metal decks several times when it is wet out.”
Kitsap/Issaquah/Klahowya: “The boats no longer get the upkeep they used to have. The crew does a fine job cleaning
but the boats are starting to look beat up. Rust, mixed match stair treads, etc.”

Elwha: “The floors in the passenger cabin are quite grubby they seldom get mopped well between the benches. | think
the crews just pick up the trash and sweep up the big items. Sticky spills seem to never get mopped up day after day.”

7%
Tacoma




% Overall, riders who had some form of interaction with the vessel crew found the vessel crews
on all routes to be friendly, courteous and polite.

Ratings on a 5-pt Scale SEA/ EDM/ \F/ﬁl;; PTD/ | MUK/ | PTT/ | ANA/
1=low: 5=high BREM KIN SOU TAH CLI Ccou SJI/SID
( =low; 9= Ig ) n=87 n=130 n=123 n=33 n=133 n=31 n=106

Imp.
(4-3)

oo T e e ew e ew s aw om
courteous and polite (4-5)
Dissat.
| (1-2)

Top Unsatisfactory Specific Complaints
Terminals n=27

n=44

« Puyallup/Kaleetan/Kitsap/Walla Walla: “The crew needs to present a more professional persona.”

9%
Kaleetan » Puyallup/Spokane: “Let’s just say there are a lot of Sailors in the US Navy that would love to have the job and get paid
what the deckhands get paid on Washington State Ferries. And they would do it with a yes Ma'am or Sir and even
7% smile. All we ever see is finger pointing by one part of the crew at another for what ever reason the ferry is late, not

clean or just basic lack of caring about those that are paying their wages and benefits. With that said, there are a few
that are sincere in their job.”
+ Sealth/Issaquah/Klahowya/Tillikum: “The majority of the crew on the Fauntleroy/Southworth ferries are unfriendly.”

Puyallup/Kitsap

6%
Chetzemoka

5%
Walla Walla/lssaquah/
Tillikum/Sealth

4%
Hyak/Spokane
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% Additionally, riders with vessel crew interaction report that the vessel crew is helpful,
competent and knowledgeable.

Ratings on a 5-pt Scale SEA/ EDM/ \F/ﬁl;; PTD/ MUK/ PTT/ ANA/
(1=low; 5=high) BREM KIN TAH CLI Ccou SJI/SID
— ; 5=

n=87 n=130 Sou n=33 n=133 n=31 n=106
n=123

Imp.

(4-5)

competent and knowledgeable | (4-5)
Dissat.
| (1-2)

Top Unsatisfactory Specific Complaints
Terminals n=22

n=34 « Cathlamet/Kittitas: “Specific experienced crew members are excellent, but there is a constant turnover to the crews.
12% Many don't get to the high ramp to tell drivers to come down the ramps to allow more cars. Too many new faces not
Kitsap familiar with route.”
« Kitsap/Chelan/Sealth/Issaquah/Klahowya/Tillikum/Evergreen State: “[There are] way too many ferry workers on
11% board, on the docks, [and] in the terminals for the amount of limited services they provide. They mostly seem to be
Kaleetan ‘standing by’ waiting for an accident or event to happen. Many friends and relatives who have been first-time ferry
riders have told me the workers are rude and impatient because they didn’t know which line they should be in, what to
10% do with their tickets, or what the hand signals mean. It would help if the person selling them the tickets were to ask 'is
Walla Walla this your first time riding this ferry?" and then offer some basic written and verbal instructions.”
* Puyallup/Spokane: “When asked what an issue is, we hear, ‘not my job, not my responsibility.’ Having spent 24 years
9% in the Navy, | don't feel safe on the state ferry’s...but since | need to work, | am forced to use them. If | didn't have to, |
Puyallup wouldn't.”
8%
Chetzemoka




% Three-fourths (76%) of riders have used the WSF website during the summer period, reporting
satisfaction results similar to the Winter survey.
" The main reason for dissatisfaction is a cumbersome and difficult to navigate user interface.

ANA/

Used the WSF Website During SJI/SID
Summer Period

n=230

Ratings on a 5-pt Scale SﬁDQ(D
(1=high; 5=low) 1o
(S{a- tz') 83% 85% 83% 82% 81% 73% 81% 77% 88%
WSF website experience Dissat
(4-5) ’ 6% 5% 5% 8% 8% 5% 6% 12% 4%

Specific Complaints
n=83

»  “For some reason | found it very difficult to find my ferry schedule. The link that seemed obvious, ‘ferry schedule’, led to other, more general info. The
first time that has happened, it was very frustrating.”

« “Website is cumbersome, confusing, and difficult to navigate.”

«  “Two issues: 1) The ferry line status should be updated more frequently and more accurately reflect the current wait times. 2) The Wave2Go website
does not allow registered users to change their login password.”

« “The website has good features but is terribly organized. It is a total guessing game to go in and buy a ticket, check/manage multi-rides, etc. Wave2Go
is by far the worst - the navigation is confusing and the interface is unprofessional. The mobile site is pretty bad too.”

« “The information | want is on the website but it is always hard to find. The layout of the site is poor and the links for important things are often a
single word in a very small font and hard to find as they are all over the page and not well organized.”




\/

% Less than one in ten (9%) ferry riders called the WSF by phone during the summer period.

% Among those calling, one in five (21%) are dissatisfied, most commonly mentioning difficulty
reaching a live person or rude/uninformed customer service representatives.

SEA/ EDM/ ANA/
Used the WSF Telephone Support B—RonA: |_(|3r:2 SJ_VZS;LD
During Summer Period n= n= =

5% 6%

Ratings on a 5-pt Scale ;Eél{/\ E'Zﬁ/
(1=high; 5=low) n=47 n=11* n=20*
Sat.
T L U = 64% 48% 50% 61% 69% 100% 63% 83% 79%
experience '&'fssf't' 21% 37% 32% 26% 14% 0% 20% 9% 3%

Specific Complaints
n=25

* “Had a hard time getting to a real person.”

“I was trying to find information about a vessel that had broken down. The online vessel tracker showed it running along the line. | called to see if it
was being put back into service. The person | talked to didn't know what was going on. | knew more then she did.”

“Messages were not up to date and really hard to get wait times at multiple terminals.”

“Your automated system is about the worst that | have experienced.”

“Not interested in hearing my concerns about passenger drop off conditions at the Bainbridge terminal.”

“Once | reached someone the person was very helpful but it took several calls around and a few spots on the website to find the right number.”




Miscellaneous Topics



% Most (66%) do not use WSF in conjunction with other train/bus connections.

® Qverall, one third (30%) of those using WSF in conjunction with other connections say the ferry schedule does not match
their needed train/bus connections.

\J

% Most riders were not able to provide specific scheduling improvement suggestions to meet transportation needs,
with an increased number of ferry runs (13%) topping the list.

Suggested Scheduling Improvements

(n=2,870) Ferry Schedule Matches Train/Bus
1 Connections
Increased number of ferry runs 13% (n=2,874)

Shorter wait times/improved mYes mNo mDon't use bus/train

loading @

Earlier departure/scheduling § 2%

Improve access to additional

transit 2%

Focus on traffic congestion § 2%

Lower fares | 2%

Other 12%
B e e, |
needs |
Q70 What suggestions, if any, would you make in WSF current service schedule to better meet your transportation needs?

Q71 Does the current schedule on your most used route adequately match up with your needed train or bus connections?



% Half (54%) believe the current fare coverage structure is . _Dai : 0
adequate and should not be changed, in which fares Rider Pa(lncizggae)ratlng %
account for 65% of the ferries’ operating costs. ’

® Of those that believe this rate should be increased
(22% of the total), half (53%) say a coverage rate of
71-80% is preferred.

® Of those that say the rate should be lowered (24% of
the total), half (51%) agree a coverage rate between
41-50% is acceptable.

mRaised mNo change mlLowered

SEA/ EDM/ FAU/VAS/ PTT/ ANA/
Rider-Paid Operating % BREM KIN Sou cou SJI/SID
n=232 n=393 n=277 n=88 n=269
Raised 14% 20% 20% 14% 10% 16% 18% 14%
No change 57% 57% 55% 56% 39% 59% 61% 56%
Lowered 29% 23% 25% 30% 51% 25% 21% 31%
Q73 Currently, fares pay for 65% of the cost of operating the ferries. Given the state budget, this means money for road maintenance
and constructions must be used to keep the ferries operating. Should the rider paid percent of 65% be raised, lowered or stay the

same?
Q73A/B What percent should it be [raised/lowered] to?



% On-board surveys and/or comment boxes (22%) and increased access for input via online tools
(14%) are the top suggestions for additional feedback.

Top Additional Feedback Methods
(n=1,413)

On-board surveys/comment box 22%
Increased access for input via email/internet
Suggestion section on WSF website

Suggestion box in terminals

Increased communication via social media

Post survey results/how feedback is being used

No other ways 18%

Q75 What other ways, besides public meetings and bi-annual surveys of ferry riders, would you suggest WSF use to allow riders the
opportunity to comment on ways WSF could improve service and reduce costs?



Demographics



TO AL

Less than one year

1 year, but less than

1%
3 years
3 years, but less than

6%
6 years
6 years, but less than 17%
10 years

More than 10 years 76%

Less than one year

1 year, but less than

5%
3 years
3 years, but less than

9%
6 years
6 years, but less than 10%
10 years

More than 10 years 72%

P10 Years riding ferry

SEA/
BAIN

n=438

2%

6%

17%

75%

SEA/
BAIN

n=1120

7%

8%

12%

70%

SEA/
BREM
n=158

1%

13%

29%

57%

SEA/
BREM
n=476

8%

12%

13%

60%

EDMW/
KIN
n=242

<1%

5%

15%

79%

EDMW/
KIN

n=795

4%

8%

8%

78%

FAU/
VAS
n=124

2%

3%

12%

82%

FAU/
VAS

n=377

4%

9%

7%

79%

FAU/
SOouU
n=60

1%

13%

22%

64%

FAU/
Sou

n=152

4%

9%

16%

71%

Sou/
VAS

n=11*

18%

9%

73%

Sou/
VAS
n=31

4%

10%

15%

72%

PTD/
TAH
n=54

6%

17%

76%

PTD/
TAH

n=118

5%

10%

10%

73%

MUK/
CLI
n=301

<1%

4%

14%

81%

MUK/

CLI

n=776

4%

9%

10%

76%

cou/s

2%

5%

11%

81%

cous

6%

4%

7%

74%

ANA/
SJI
n=159

1%

5%

13%

82%

ANA/
SJI

n=210

5%

7%

9%

74%

SJII
n=18*

5%

95%

SJII
n=29*

4%

5%

4%

68%

ANA/
SID
n=13*

27%

6%

67%

ANA/
SID
n=46

<1%

19%

16%

55%

* Caution: Small sample sizes



Rider Satisfaction with WSF Services

2012

Satisfied

Extremely satisfied

Somewhat satisfied
Neither

Somewhat dissatisfied
Extremely dissatisfied

Dissatisfied

TOTAL
n=2248

SEA/
BAIN

SEA/
BREM

EDM/
KIN

69%
40%

FAU/

VAS

70%
32%

FAU/

Sou

Sou/

VAS

PTD/

TAH

MUK/
CLI

58%

Ccou/
PTT

73%
54%

ANA/
SJI

59%
22%
37%

SJlI

n=22*

ANA/
SID

2010

Satisfied
Extremely satisfied
Somewhat satisfied
Neither

Somewhat dissatisfied

Extremely dissatisfied

Dissatisfied
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TOTAL
n=4170

SEA/
BAIN

SEA/
BREM

EDM/
KIN

FAU/
VAS

FAU/
Sou

80

Sou/
VAS

PTD/
TAH

MUK/
CLI

Ccou/
PTT

78%

29%

49%
8%

68%
18%

50%
8%

SJil
n=33*

ANA/
SID




Value of Riding WSF

OTALL || SEAZ SEA/ EDM/ FAU/ FAU/ sou/ PTD/ MUK/ cou/ ANA/ <n ANA/
2012 bt BAIN BREM KIN VAS oll] VAS TAH cLI PTT sJl o1g* SID
n=441 n=159 n=243 n=124 n=60 n=11 n=54 n=300 n=50 n=159 n=13*

Good value

A very good value

A good value

Neither
A poor value
A very poor value

Poor value

OTALL || SEAZ SEA/ EDM/ FAU/ FAU/ sou/ PTD/ MUK/ cou/ ANA/ <n ANA/
2010 e BAIN BREM KIN VAS oll] VAS TAH cLI PTT sJl =39 SID
n=1207 n=473 n=874 n=339 n=155 n=35 n=121 n=755 n=143 n=459 n=54

Good value
A very good value

A good value

A poor value

A very poor value

Poor value
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WSF Focus on People vs. Vehicle Mover

OTALL || SEAZ SEA/ EDM/ FAU/ FAU/ sou/ PTD/ MUK/ cou/ ANA/ <n ANA/
2012 bt BAIN BREM KIN VAS oll] VAS TAH cLI PTT sJl o1g* SID
n=441 n=159 n=243 n=124 n=60 n=11 n=54 n=300 n=50 n=159 n=13*

People-mover system

Both equally

Vehicle-mover system

TotaL | SEA/ SEA/ EDM/ FAU/ FAU/ Sou/ PTD/ MUK/ cou/ NI Sl ANA/
2010 n=4230 | BAIN BREM KIN VAS oll] VAS TAH cLI PTT sJl =33 SID
n=1084 n=421 n=769 n=325 n=140 n=33 n=114 n=687 n=124 n=416 n=46

People-mover system

Both equally

Vehicle-mover system
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Distance From Ferry

Tl SEA/ SEA/ EDM/ FAU/ FAU/ Sou/ PTD/ MUK/ cou/ ANA/ S ANA/
ylok i g BAIN BREM KIN VAS o] VAS TAH cLI PTT | e SID
n=427 n=153 n=237 n=124 n=59 n=11* n=52 n=295 n=50 n=155 n=13*

Less than 1 mile

1-5 miles
6-10 miles
11-20 miles

Over 20 miles

Median
toTaL | SEA SEA/ EDW | FAU/ | FAU/ | sou/ | PTD/ | MUK/ | cou/ | ANA/ S ANA/
2010 n=a143 | BAIN | BREM KIN 7 sou 7 TAH cLl PTT sJi =32 SID
n=1083 n=420 n=740 n=325 n=139 n=32 n=114 LELY:1 n=111 n=387 n=43

Less than 1 mile
1-5 miles

6-10 miles

11-15 miles
16-20 miles

Over 20 miles

Median
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Age

toTaL | SEA SEA/ EDM/ FAU/ FAU/ Sou/ PTD/ MUK/ cou/ ANA/ S ANA/

ylok i e BAIN BREM KIN VAS o] VAS TAH cLI PTT | et SID

n=199 n=73 n=118 n=45 n=29* n=2* n=19* n=131 n=24* n=57 n=8*%
18-24
25-34
35-44
45-54
55-64
65+

Median Age

toTaL | SEA SEA/ EDM/ FAU/ FAU/ Sou/ PTD/ MUK/ cou/ ANA/ S ANA/

2010 n=1842 | BAIN | BREM KIN 7 sou 7 TAH cLl PTT sJi =33 SID

n=1057 n=418 n=743 n=317 n=137 n=33 n=114 n=672 n=409 n=210 n=46

18-24
25-34
35-44
45-54
55-64
65+

Median Age
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Gender

Tl SEA/ SEA/ EDM/ FAU/ FAU/ Sou/ PTD/ MUK/ cou/ ANA/ S ANA/
ylok i i BAIN BREM KIN VAS o] VAS TAH cLI PTT | e SID
n=447 n=164 n=248 n=126 n=61 n=11* n=54 n=304 n=52 n=159 n=14*

Male

Female

TOTAL SEA/ SEA/ EDM/ FAU/ FAU/ Sou/ PTD/ MUK/ cou/ ANA/ Sl ANA/
2010 e BAIN BREM KIN VAS o] VAS TAH cLI PTT | =33 SID
n=1064 n=418 n=760 n=323 n=137 n=33 n=114 n=682 n=120 n=422 n=46

Male

Female

TOTAL
Onboard 2012 n=3,503

Male

Female
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Cell Phone Reliance

Tl SEA/ SEA/ EDM/ FAU/ FAU/ sou/ PTD/ MUK/ cou/ ANA/ S ANA/
ylok i i BAIN BREM KIN VAS o] VAS TAH cLI PTT | e SID
n=430 n=153 n=242 n=125 n=60 n=11* n=52 n=299 n=51 n=158 n=13*

All the time - it's my
only phone

All the time - still
have a land line

A great deal - it’s my
primary phone

Some - | use it
occasionally

Very little

Do not have a cell
phone
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Employment Status

JotaL | SEA SEA/ EDM/ FAU/ FAU/ sou/ PTD/ MUK/ cou/ ANA/ T ANA/
ylok i e BAIN BREM KIN VAS o] VAS TAH cLI PTT | et SID
n=430 n=153 n=242 n=125 n=60 n=11* n=52 n=299 n=51 n=158 n=13*

Employed full-time 63% 62% 79%
Retired

Employed part-time

Homemaker

Student/employed

Student/not
employed

Not employed
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Employment Industry

EDM/ | FAU/ cou/ | ANA/ T ANA/
2012 KIN VAS PTT sJi o1g SID
n=242 n=125 n=51 n=158 n=13*
5%

Government/public

administration 15% 8% 9% 4%

6%

Services 7% 5% 8% 6%

Finance, insurance

and real estate 4% 2% 3%

Manfacturing 6% 7% 4%
Retail trade 2% 8% 4%

Construction 3% 2% 4%

Transportation/
Freight

Marketing 1% 3% 1%

2% 3% 1%

Communications/PR
/ Advertising

Utilities 2% 2%

3% 4% 1%

Agriculture, forestry

and fishing 2

Wholesale trades 1%

Other
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Annual Household Income

Tl SEA/ SEA/ EDM/ FAU/ FAU/ sou/ PTD/ MUK/ cou/ ANA/ S ANA/
ylok i R BAIN BREM KIN VAS o] VAS TAH cLI PTT | e SID
n=441 n=160 n=244 n=124 n=60 n=11* n=54 n=298 n=50 n=158 n=13*

Under $15,000
$15,000-$24,999
$25,000-$34,999

$35,000-549,999

$50,000-574,999

$75,000-599,999
$100,000-5$149,999

$150,000 or more

Summer Wave Summary Report 89



Summer Wave Summary Report

90



Questionnaire

o ’ ourade f0r your MRSt recent recrestionel or sooBiTapY

Bainbriase
Weashington Stste Transportstion Commission
Summer Wave Round H Survey

Bremeron
amiequen
August 27, 2012

Z5ton
untieray/Vashon
untiergy/Southworn
thworth/Vashon
2/Port Townsend
R iteq/Cinton

necortes/San Jusn siands
n Jusn interisend
nacortes/Saney BC

"wmon

PO

INTRODUCTION SCREEN

won

Dear Weshington tate Ferny Rider,

<0
2
"

We greatly appreciate you BEng the Sme out of your busy day tOProvide your InpUt andthoughis on siate
ferry service and WSF operstions.

[l o o I I R TR
"

>

Thant yOu 8Z2infar yOUr ONZONZ BATCNAtON in the FROG. Your iNput is actiedy shaping decison making and

SETting & new sta for putic Input. Piemse prss NEXT © continue P
ee nderd put s se press NEXT o @ oo Was your Mmost recent recrestionsl or sociel trp on JINSERT Q3 ROUTE HERE) siso your most recent

rry ride?
Yes, this was 850 my most recentlast ferry nide
NQ, | have ridden & ferry Since Ths Most recent recreatoneysociel T

Sincerely
Dan O'Neal, Chairmen
Nashington State Tansporation Commission

Mo R

{ASK FF Q3B=1; SHOW ONLY THE LAST ROUTE TAKEN PER O3] Toneip usdetier understand ridership travel

trends, we would iteto ©ow s itte sbout your most recent fery £rp on the JINSERT Q3] route for social
SOCIAL JRECREATIONAL TRIPS o recrectional purpozes. st .

D start with, from which termnal did you depart an your most recent tap”

ai n the jast 12 months heve youtaken aferry fde foreither mcreations!or SOCE DUOses (trave, seeng {SHOW ONLY THE ROUTE SELECTED IN Q3]
friends, poing 10 events, &c |*

ves

No - Skip to Q19

Sainbridee

For the next few questons, pease foous On yourmost recent recrestional or socal T3, In which month dd

Bremerton
YOu t2ke yOur most scent morestionsl or social Tripthat usedthe Washingzon Rete Fernes?

Taniequah
Lingston

Fauntieroy Vashon

b untieroy /Souttwars Fauntieroy Somhworth

May 2012 ry =
Somhworth/vasnon Southworth veashon

Apr

March 2012 2 3 Coupevitie/Port Townsend Coupey Port Townsend

Februery 2012 -2 58P TO Q1S
ry 2042 2 SXPTO Q19

= soPTO Q19

ber 2011 <2 SXP D QIS et
Don't recsdl month 3 SKIPTO Q1S x nacortes

I I L LET
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Questionnaire (cont.)

Thinking about your LAST FERRY R30E ONLY onthe [INSERTQ3) route %or zagial orracegtiongl purposes,
were you the vehicie driver, 8 passenger in 8 vemice, or did you walconto the ferry® (if you dosied
difierent’y Coming and ZoINg Max DO deow|

Welk-on
Fode on in dus)

Rode on in vanjcar pool
Rode on - motor

Sixed on

Onner 3 Plegse specify

00 0 0 AN Bs W b

JASK IF Q5 = 1 OR 2] Thinking 2bout your LAST FERRY RIDE ONLY on the {INSERT Q3| row= %or zacialor
recregtiong! purposes, which of the llowing best descibes the vehice you dove on thefar

pet-un fLe, Ke R, Hyundai Accent, VAV Beetiel
pccup fie = Coroile, Nissan AfSma, FordTeu

o

rus, Honds Accord, Ford Expedition,

v

Otner P Plegzz specify

(ASK IF Q38=1] Thineng 2Zout your LAST FERRY RIDE ONLY on the | INSERT Q3| row= %or zagiglor
recreationg) purposes, what was the date and schaduled departure time (or approemate Sme of saifng
YOu don't remember|® if yau do not Scal the 0ot or timg 0Nose Bow the Quastion blank

DATE: o ATURE TIME: : IATE LY
Mindtes

Thinting 200Ut your LAST FERRY RIDE ONLY on the {INSERT Q3] rowes %or a0l or recyegtiongl ourposes,
what Eind of ticket were youtravelinz on?

ngie-ride ticket

Wuiti-ride frequent user ticket favaiate D i passenzers & nonroverseed vehices|
Monthiy pass inot avsilsdie to el |
Senior/disadied Comvenence Card/dscount
SowssCacd/ORCA (One Rezonsl Caxdt for 4|

R ST

IASK IF Q38=1 & QB=2] Do youshare your muitsnide caxl withamyone underthe

Yes, | share my muit-ride oard 8 fow Dmes sweet
‘es, | share my muit-nde card & fow Smes a manth
es, | share my muit-ride card afew Tmes & year
NO, 1 90 not share my Mutrride pess

[T
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recent eorestional or s0GE! tRp Using Washinaion S FaTe:
m when you Bft home to when you returned home| of the &

sofdeys
Dom't remember the NUMDEr of days, DUt it wasthis summer

Our Most recent recestianal ar SOGR trp uSIng WashnetonStte Femies (WEF|, how many cossings
nes On Weashinston tete Femies(W3F| dd youtate?

One crossing/singie saifing [aist used & ferry inone dimction|
TWO Crossings on the same route/ muitpie s2iines (ot S bec on e same sy routel
WO crossings on different routes/ muitipie saiings jout & back on differant ferry routes)

WhICh Of the STlowing Dest descridas your mast cent secrestional or socal t20” (Chack A That Anoly |

Camping/Backpecking {overnght stay |
Visting Famuy /Friend’s home
= 10 yOur Yacstion home
hotel/888/Pe
einz/nitnz Tipidia
please specty |

R

Was your most recent recrestional or socal T partofe

jeshington State onty thp

Testete troy muRtenet

nTe

iow sienficant westhe ferry fareto the taicost {mmsfood/iodmingetc. | of your mast recent recestionsl
or socal trip?

scmunts o
Bccounts for less oy

Washingion St Ferries mthe

Moast im portant
reszon important resson
1 3

3

Umgueness of the ferry experence
Relaqing wey ot




Questionnaire (cont.)

How kely would you De © considerusing Washnzton Stte g=in for s recreatonsl or soaei tap?

# of commuting sof
Would you 2y you..

trips for work or | recrestionsi/socisl
Definttely Woud =0 trips
Probably Would
Probatly Woukd Not =
Defintely Woukd Not e/3remeron

e/Bainbrogs

Defiance,/Tanlequan
{ASK IF Q16 =3 OR 8] Why wouid you not consider using the Washingion S Fares amin®

Besioes lowering fares, whe, £ amANng could Washingion Smie Farres 00 1 HelD incrasss the fumbder of
recrestional Or soGal ferTy TS Tat people, ke You, make ins yeer?

SUMMER TRAVEL ACTIVITY

Anscortes
{IF JUNE/JULY/AUGUST/SEPT NOT SEECTED INQ2 ASK| Oid you ride the Washinmon Stme farries 2y Sme (. Sanjuan interis

detween June 17" andSepmmbder 227

Anscortes/Sidney B.C

1 es
2 %o {s%ip to Q70) z During the Summac period Uune 17 Troush Sepember 2279, < of the BoMINE weys have you
{Ask if Q19=1 OR o Q2=14| For me remeindar of this suriey, wesre intemsted n your sxperiances and
OpIEONS Of Wastuneton State Femies during the SUEaC period, June T thoush Segtember 227 AL
Things considered, how sased sre you With the senace povided Ty 'Washinmon Re Femes duning the
Sutoes period”
xtremely dissstisSed

dissaticfied D 17" toumn Sepember Z2°%|, how many Of your ferry tARS %or each rouve
atisfed nor dissatsfed methods? [Wak onaisd nchudes bike Sders| \our bast estimateis fine.

remety satsfied

rEse s
i

R

Qmw

To met an ides Of oW DEODIE 8 USINE the frry SETEMin the SUMMEr MONThS, Which of the Sollowng A
routels] heve you riddentor any purpose duning the Sucwnacpeniod (une T through Sept 22

Could you piease mive us an esSmate for e rouies SHOWN Delow - how meny round tags {2 one-wey trgz =
1 round trip; 3 oneway trips =2 round tips| per month dd you tae dusng the Susumec pesod (lune 177
through Sept 22°°P Gneston

{FOR EACH ROUTE TAKEN IN Q21] How many of thase round trips, for sacn Dute, wem forihe pimary s VRSN
DurpIse Of commuting BnE T and rom Work/scnool| how many wens for primariy recrestonal/socal
PuUrpases iseemnz fnends) Nz © evensAourism, etc | and how many wer for other Durposes lshopone,
medical appo mments, atc [ |INSERT ROUTES TAKEN FROM (21 RESPONSE MUST «<=022)

Sounrhwort
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Questionnaire (con

thiouzh September 2Z¥|, doyou feeithat Washingon = - Now piease fo0Us ON YOuUr MOST recent Ty T, 'Ahat was the iastroute that you rode for any purpose™

| SHOW ONLY THOSE ROUTES MENTIONED IN 021~ ASK QUESTION ONLY IF MORE THAN ONE ROUTE TAKEN
A very good value maz)
A good velue
A poor value
A very poor walue
Dot know

r the Suownac perod June 17

vie/Baindrides
Sremeron

P

o e

"wmon
a0

ASK IF NON-SOCIAL /RECR EATIONAL TRIPS

Southworth
Coupevitie/Port Townsend
Mast

Anscortes

Sen luan intersind

Anscortes S

Qz7 ARNoush yOu havent Bien any 5008 or sstone! Tipsusing Washinmon Rte famesthis summer, am
¥Ou Dianming on Tak Y SO0RI O recrestonsi tags using Washnzton Sete Fares imerthsyeur?

Yes
No 3 SWIP TO Q320

ol S LI SR T O ST

Y

Which of the foliowing Would Dest descride your U creationalor soos Tip? fCheck AN That Aoty

ampinz/Sackpacking (overngnt stay| 2 (SHOW ONLY THE LAST ROUTE TAKEN| Toneip usdetier understand rdershipt
ting FamyFrends nome 0 Enow @ fTTie 200Ut yOur Mast Xcent femy thD On the JNSERT Q31 NAMVE HR
= T2 youT waceton HoTme from which terminal did you Separt on you mast recent Tig?

Going to & hotel/BEE/Rentayetc
SEmsesinz/nikng Tipidhiant sy overnaEnt TERMINALS
Other (piease specty|

Vis
Go

> &
.
3
5

Seattie/Sremeron

Which routels| will you maost itely Da traveing on 2 wOur UDomeng recretions Qrzooaitrg”

Point Defance/Tahlequah

s/
suntieroy/Vashon

s Fauntiero G Southworth

Southworth/Vashon S 2 vashon

eroy/Southaomn Coupeyite/eymone G <= mone

eroy /s

T SRS

Soathwortn/Vesnon ukiteo/Clinton Cimon

=0/
4nscortes/San Jusn isisnds s Frigey =armr | Anscortes
Zan Jusn intersend On She oper | Friday warsor

n Jusn interisend Anscortes/Sidney 8.C ; Sidney 8L

Anscortes/Sidney 8.C
Don't know

fomLy ASK Qa0 F Q27=2)
Q30 Wiy are you not inke

Thant you for orovidng NfDrmation on your onaland summer farry traue

Piease Ciick Next o CONBNUE WIthThe survey
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Questionnaire (cont.)

Thinting adout your LAST FERRY NDEMY onthe -.x"'l‘ NAME HERE] route, which of the Olowng
wes the PRIMARY PURPOSE %or thae 3

Personel Dusiness
Medical 2poointment
shopone
DDDNE SXCUTSON
recreation
/ from specel avent
/ from © seefamily [ frends
» 2 Pleozs specify

[T L RN R T TR SR

DOUt yOur LAST FERRY RIDE ONLY on the {INSERT Q31 NAMEHE TOUNE, wWere youthe vehde
driver, 3 passenger in 2 vehice, or did you waleonto ® (i you boarded derently coming and
Zoing mart Doth debw|

Vehicie ariier
Passenzer in 2 vehice
Weit-on

fode on in bus/transit
Rode on in van/car poo
Rode on - motorcycle
Sked on

Otner D Plegse specify

S
6
g

[ASK IF Q34 = 1 OR 2] Thnking 200ut your LAST FERRY RIDE ONLY on the JNSERT 31 NAME
Wiich of the Soliowing Dest describes the vehide you drove on e ferry ™

Small junde: | sumn/ SUVY pick-up (e, Ka Rio, Hyundai Accent, ViV Beetiel
Rezuiar (14 10 22 feet]| anta/SUV/pck-up e, Toyom Comlis, Missan ATSma, Sond Teuns,
Ford Eee|
feet| auto/SUV/por-up Ford Taurus, Honde Accord, Ford Expedtion
roiet Suburben or Tehoe|
ar fooat junder 0

RV or suto/pick-up =
Truck jcommercs

W e

Dout your LAST FERRY RIDE ONLY on tne
schaduied departure time or SppRTNMRE Time
Q018 or MR, AEOZ2 ST tha QUaztan bionk
DATE: ] 2012 X i : : 2M/PM

Hour *Minutes

Summer Wave Summary Report

Finally, thinting about your LAST FERRY RIDE ONLY on the {INSERT Q31 NAME HERE] route, On whetiind of
tictet were you raveiing on?

passensers & nonoverseed venices)

SJM:‘AAQ ORCA
Puzet
Ttner D Plegse specify

R

{ASK IF Q37=2) Do youshare your muits-ride pess with snyoneunder Die sseo?

share my muis-ride crd afew Smes aweek
share my MU Smes 2montn
share my muit-ride card = few Smes ayear
©o nat share my muti-ride pass

ot e

a0t woull you say the Washing o CENCOUTEZNE DUrSm N the remon?”
b= TN

mporant
mpormm
Jumporant

mportent & &

That you complie=d ©
on of your importance -ﬁ:ts‘e: on '-‘n- ¢
ons, Dadine and UnDadinE A, vessel and :>.v e and vesselcondt on}. 00 wou
feei that any of your impotance and/or stefaction atngs havechanged snce the Winter Survey®

ves
No = SKIP TO Q70

We’d fixe ta know how important some difierent 2specs of the Washinzton Xte Femesaretoyou, and how
satusfied you arewith ther Flense think of your expenientes during The Suoes e 170 thoush September
) period anty.

During the SUSRas Juns 17t throush September 220 | period, Jid you 20 NSide & faryy =rmins for any
esson?

ves
No 3 SKIP TO Q43
Dot recatl < SUP TO Q43




Questionnaire (cont.)

{ASK IF Q33| Thinking of W5 f2rry S=rmneis you werein dunnz the Summer June - Sagtember 2012|
periad onfy, for each of the foliownz t=rmenal conditions, De2se rate how Imporant each are to youl, and
how satished you o ¥ &= wtheaoh

The terminels areciean
and well maimtained

The termingis are

|ASK FOR EACHATTRIBUTE RATED 1 OR 2] You mted your sads®acton win
tarminal did you Sxpenence this unsaSsfactory sanace ievel®

ROUTES SELECTED N Q21 TERMINALS
Sesttie/Saintricee Seindridze

Sesttie/Bremerion Tear Bremerton

Point Defiance/Tahiaqus o Tahiequah

Samonds/Cingston fingston

Fauntiergy/Vashon

Southworth/\Vashon W orth

Coupevitie/Part Townsend Coupey

Mutizea/Cintan Mut

I Friday Herbor

ney 8.C

peofic condisons made youdissatsSed? Piease dDaas

Summer Wave Summary Report

Q24 [ASKIF Q43 = WALK-ON)] Amin Tinenz of Te Summear June 178 thousn September 22nd| pariod onty,
for each of the foliowing waik-on and tesnsit services, Diease rate how IMpoRant each 2reta you, and how
satisfiad you cunrently sre with each

ng scheduieis
ety coordineted
NSt senices

WSF provides essy
oeding end ynioeding
for walk-on passangers

rocedures sre efficent

F passenger
ioading procedures
re efficent

{ASK FOR EACHATTRIBUTE RATED 1 OR 2] You =t
termnel Oid YOuU SDenence Tis unsatsia oy

ROUTES SELECTED N Q21
%20 om Ssintricdze

ie/8remeron Sremerton

Point Defance/Tatequen Point Deflance Tehiequesh

Edmonds $ Edmonds Kngston

Fauntieroy Vashon

Fauntieroy Souttworth

Sousthworth Vashon

Port Townsend

Mukiteo/Chnto Mutiteo Ciamton

Anscortes/3an Jus isends Shew | topez | Fridsy seray | Anscortes

Ssn lysn interisend o W l Friday Hardor

ANSCort

NS Mede yOJ ST




Questionnaire (cont.)

During the Sutoeac-(une 17" throush Sepmmbdar 22°° period, did you S7har drive oMo & %=y Or doard = £ To better haip us Centidy the Crew, TN YOu ZUe US The 2DDraamete time you epeseanced TV
e =er n unsatistactory serviee ievel?

ey {SHOW ONLY Q43 ROUTES) Time Period
Na < SKIPTOQ3SS Veetend — morning
weeiend - 4

Dot < S T0
7056 T ] . R Weekend - afternoon

|ASK IF Q47 DRIVE-ON OR DRIVE-ON PASSENGER | Thinting of loading : Weskend - evening
June 17t throush September 22nd| period onfy, for each g G 3 Weezend - marning
Weekend - afternoon
Westend - evening
mportance & Weekend - morning
Weeskend - afternoon
Westend - evening
Weetend = morning
losding crew = £ $ Weetend - afternoon
sriendiy, courteous and z : Weekend - evening
poine s Weekend - morming

Weeiend - afternoon

very
mp

Weetend - evening
Wesrasy z Weetend - morning
Wesra: ~- Weetend - afternoon
ApeCty with itte =om : 2 3 Nemcoe Weekend — evening
between cars

losding crews
provice ciear direcSons
andjor hand sgnais

Weekend - eveninz
Weetend - morning
Westdsy \ Weekend — afternoon
etfcamy Weetdsy Weetend - eveninz
ocesses veniies 2 Z 0 Weetend - marn
TroUZN Ticket ianes \ £0d - afternoon

f Weerend — even
{ASK FOR EACH ATTRISUTE RATED 1 OR 2| You mted your saSsfacton win 1 . e e
termingl did you SESance ThE UNSABSIECIony Sanace ieel? . hes Weetend - -‘e'w;\:'\

Weetend - evening
Weecday Weekend = mornng
Weekend - afternoon
Weetend - evening
Weetend - morning
Lnscortes T g A Weetend - afternoon

ROUTES SELECTED IN Q21

Wasigsy, — e Weekend - ayening

Soutthworth == dissatsfed? Plemse Daas

Souttworth/Vashon Vashon

Coupevitie/Port Townsend G Port Townsend
Mautiteo/Clinton v Chnton

Aneco n Jusn isiands

Anscortes
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Questionnaire (cont.)

Q32 (ASKIF Q47 DRIVE-ON OR DRIVE-ON PASSENGER | Thintinz of icadnz and unioadng pocedures fortne t To better help us Cemify the crew, C2N YOu ZVE US the 2pprammate time you expesenced This
Summer {June 47th throumh 5 2nd| pesiod anty, for each of the foliowne unloading items, plesse unsatistectony service ievel®
rate how iMportant esch are toyou, Snd how satsfed you currenty a® withesch

{SHOW ONLY Q21 ROUTES| Tane Pexiod
mportance . -
aftemoon Weekend - afternocon
Weekdsy — evenng Weskend - evening
Weexday — morning Tesizna— mone
Weekday - aftemoon Wesrang - rmoon
Weekday — evening Weetend — evening
leexdsy — morning Westend - morning
=200 Wescand = a%arnoon

Point Defance /Taniequan Weszasy
Weetdsy — evenng Westend - evening
Weerdsy — morming Weekend - morning
Edmonds/Kinzston feetday — aftemoon Weetend - aternoon
Weetday - evenng Weekend - evenng

= mormng e morming

(ASK FOR EAGH ATIRIBUTE RATED1 OR 2] You mted your safscton weh NSERT 4<) e
e % o s e et
termenal did yOu SDenente TS UnsatsBony seace e escang - m._\\;
Y Neetend — afternoon
ROUTES SELECTED IN Q21 TERMINALS e S

Weskds Weetend - evening

2iTe 32 0T o Westosy 3 Weskand — morn

e/aremeron S e Sremerton Souttrworth/Vashon Weeia: Weerend - afternoan
Weerday Weekend - svenng

Weetend - morn

dmands/Ginzston Gngstan = “ Wk end - iternoa

Point Defiance/Tahlequan Tahiequeh

ergy/Vashan Vashon . Weatand - myenine
Weekand — morming
- aftemoon Weeiend — afternoon
— e Weetend - evening
¥ = morming Weestend - mom
Mutibery Chnton - Clnban ; - afemoon Weetend - afernoon

Ntiergy/Sonimort Y L Somtrworth

Southworth/Vasho: Vashon
Coupeviie/Port Townsend G fort Townsand

Fridey -:':nl Anacortes : - evening Weetend - evening
Weetend - mormng

Anacones N Jusn isends

San Jusn interisand

San Juan imersend e < Weaskand - a®arnoon

Anscortes/Sianey 3.C R
X Weeiend - eveninz
Weetend - morn

Weetend - evening

[ASK FOR EACHATTRIBUTE spechic deheyiors made
specc as possidie SDATA B
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Questionnaire (cont.)

Q%6 At any time duling the Summeriiune 17 Trouzh Sepmber 22nd| period, did you useMisi the vesse:
estrooms, seting, ex [ spec TE - 50 "

eSTooms,

{ASK FOR EACHATTRIBUTE RATED 1 OR 2] What specific condons made you dissatsfied”? Sieme deas

At By time gunng the Sutoaciune 17 throuzh Sapember 22nd| period, did you have sy nt
With eny of the vesseicren®

Summer perod only, plesse rate how mpartant Ves
N

o P SKIP TO QS5
tistaction Dot recad < SKOIP TO Q5S

mportance

iy Q51 (ASKF QS0=1] Thnkng shout your xpesences Wit W vessel crewls| for the Summer lune 178 thou
- Septembder 22nd| 400 Only, Tor each of the Iollowne vessel arew rfems, Diesse rate NOW Mportant esch are
20 you and how satised you currently am= withe:

mportance

well maintaned
veseicrew s

vessels am we , competent and
maintained (nat Enowieds e
rusty/dirty | and szt
not catterad| Q5z (ASKFOR EACHATWRIBUTE RATED 1 OR 2| You mtad your satisfection with |
10 KNOW, On Which bost did you expenence Tis unsRistectary senvice lave?

NSERT &C| low. Onwhen

{ASK FOR EACHATTRIBUTE RATED 1 OR 2] You mtad yo
boat oid yOu expenence this UNSRISICIOTy Servics ieve
{SHOW ONLY QZ1 ROUTES] Bosts that Typically Serve The Route

A Wenatcnee, Tacoma, Puyasiug, Other, Don't Secadl Name

{SHOW ONLY Q21 ROUTES)
A e /S nnr e

Sosts that Typically Serve The Route

m = - r ry eattie/Bremerion
Kajeetan, Ksap, Chedan, Hysk, Seath, Waik 'Waiia Other, Dont Real

»
Name Point Defiance/Taniequah
Chetzemoka, Hipu, Saish, Other, Dot Recall Name

Edmands/Sinzston Buyaiiup, Spotane, W

Otner, Dont Recall Name

Puyaiup, Spatane, W

ssequan, Dshowye, Tilkum, Chaan, Byepresn ate, Ktsep, Sesth
Other, Don't Reca

Quan, L

aen Rawe, Xtsan, Seanh
Name

ssaquan, ¥

ssagueh, Kahowye, 7

T o Sessn, Other, Domt

Tiikum, Chelan, Even
ame

kum, Chelen, Everareen State,

Cehowye, T
th, Other, Dom't Recall Name

sh, Other, Dot Recadl Name

Other, Domt Rece
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Questionnaire (cont.)

roemse time you epenenced this

Time Penod

Weetend - morning
Weekend — afternoon

Weetrend - evenins

Weetend - morning
Weetend - afternoon

fee Weetend - evening

Weerdsy exend — morning

Foimr Datance Taneguen ‘eskend - afternoon

Weaetend - evening

Weetand - morning
Edmonds/ingston Westend 231

Weekend — evening

Weetend
Weekend — afternoon

Weetend = evemnz

Weektend — morning
Weetend — afternoon

Weetend - evening

Weestend — morn
Weekand - aternoon
Weetend - evening

Sowthworth/Vasnon

Weetdsy Weetend - morming
Weeskgey Weetend - afternoon

eetand - evening

Wesktend - morning
Weetend - afternoon

Weetend - evening

Weekand - morming
Weetend - afternoon

Wee S = evemnns

Weerand = mormng
Weetend — afternoon

Weetend - syening

Weetend - morming
Weestend -2 "1

Weetend - evening

Weekdey — eveninz

SK FOR EACHATIRIBUTE RATED 1 OR Z] What spa0C conditons made youdasatsted” Piemse dea:

Summer Wave Summary Report

=)

Qo

(ASK F Q&34=1] wow Wh WOUr petente une Te WSF webse?

RCE N TRYES

55 webste made you dissetisfed?

{ASK IF Q858=1] row sstisfiad werm you With your expenience calfinz the WS by phone?

Neither satisfied or dissatisSed
Dissatisfied

Very dissatisfed

3 Prefer not 10 SnsWer

o b e

{ASK IF 53=4 OR 5| Wi spaciiceiry

Pisase be 85 5 s possive

Whet suszestions, # any, would yOou mske in W5F current senace schedue
tion neads?

ke the foliowng changes © the senice schedule (Open Ended Other Question

{=sk it Q71-n0] W= specific d=parwre or arrivel time woud De delter for you?

&3 pay for 5% of e costof ferrim, Guentne Duds=t, this ma=ns maney
Renande conRtn ONS Must beused to ke the fernes oparsting. Should the ader paxd
peroent of 5. e rased, ioweredor sy thesame?
Baept- Q0
Stay the same

Lowered - {Q738. 'What parcent sno




uestionnaire (cont.)

=g DeennuRi sy
ton wWays WS

y additionsi thoughts regarding the ferry system you wouid e ©

k. Thents for your he
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Weighting Methodology

Route Vehicle Passenger Walk on
SEA/BAIN 1.062098 2.725732 1.183595
SEA/BRE 0.851549 1.973786 1.155737
PTD/TAH 0.892869 1.753923 1.429088
EDM/KIN 1.046518 2.551931 1.116750
FAU/VAS 0.810835 1.703018 0.638938
FAU/SOU 0.592824 1.035241 0.414366

SOU/VAS 0.988362 0.060926 1.025437
PTT/KEY 0.583451 1.626288 0.496131

MUK/CLI 0.657484 1.977706 0.674260
ANA/SAN 0.375565 1.397530 0.983456
ANA/SID 0.824743 2.028013 3.564248
INTERISLAND 0.470964 2.896373 0.433401
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