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The Ferry Riders’ Opinion Group (FROG) was created in 2010 as an online community
where ferry riders have an ongoing opportunity to weigh in on ferry issues through

surveys and quick polls (single questions). This allows for data to be collected over time
to understand how reactions to key issues and operations are changing.

This report is the 2026 WSF Winter Ferry Performance Study with a target audience of
January through March 2026 ferry riders. This audience was sampled from the FROG
panel and was further publicized via WSTC and WSF communications which included
rider alerts, website, newsletter, and social media posts.
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Report Conventions &_‘_?i.

» Percentages in charts and tables may not sum to 100 percent where multiple responses
were permitted. Where only a single response was allowed, percentages were forced
to sum to 100 percent, using conventional rounding rules, with 0.5 rounded up to the
next whole number.

> Measures are reported based on the total number responding to each question (taking
out those who did not answer a question or responded, “Don’t know” or “Refused”).

> Responses submitted through the open link by riders who did not elect to join FROG
have been excluded from the dataset to ensure the integrity of the data and eliminate
the risk of duplicate entries.

> Data is weighted and, unless otherwise noted, proportions shown reflect weighted
data. Reported base sizes are unweighted.
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Methodology &_‘_?i.

» Online survey with respondents from Ferry Riders Opinion Group (FROG) panel

» Conducted March 25 to April 15, 2026, regarding respondents’ personal experience riding Washington
State Ferries during the 2026 winter travel period (January through March 2026).

» As an incentive for survey participation, four S50 Visa gift cards were awarded via sweepstakes. Eligibility
was open to riders who completed the survey or joined FROG to participate in future surveys.

» Atotal of 3,119 interviews were completed with January-March 2026 WSF riders.

» Data was weighted to reflect WSF actual ridership January 1 - March 31, 2026, by route, boarding
method and ticket type used, based on the last trip taken.

» In addition, 515 FROG members who had not ridden WSF during the period of January-March 2026 were
also included. These non-riders were not weighted and are included in these results where appropriate.
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Executive Summary
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Executive Summary

WSF continues to make meaningful progress, with rider satisfaction stabilizing after increases seen last year and on-time performance
showing real improvement. More riders reported being extremely satisfied in winter 2026 than at any point in the past four years,

reflecting the positive impact of changes WSF has made across the system, with comments about staffing issues declining significantly
since 2023.

However, overall dissatisfaction also increased slightly this year, including on 7 of the 11 routes, and concerns around value, parking,
and transit coordination persist. New cost pressures are beginning to shape how often they ride, though many riders share that they
believe the system is moving in a positive direction. Meeting rising rider expectations will require continued attention to the areas that
matter most to them, which vary by route, travel purpose, and rider type.

“A lot of my comments in this survey were pretty negative. But | do want you to know that | think
you’re doing a much, much better job these days than just a few years ago. You’ve improved your

service to your customers a whole lot, and it is appreciated.”

“The service is better than it was not too long ago. Crew and staff are much more friendly, polite
and helpful. The ferry service is much improved from a few years ago.”

“Your crew aptitude is markedly better than a while ago, your overall performance (dependability)
likewise...”

“The ferry system seems to have improved with staffing and keeping on schedule”

“WA ferries are vital to the state and must be supported! We need new boats in the pipeline! | can
see the crews are doing their best to cope with staffing and budget challenges. It is very
appreciated!”
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Executive Summary (cont.)

OVERALL Overall satisfaction with service provided by WSF remained steady in 2026 for the second
SATISFACTION consecutive year.

Overall satisfaction (‘extremely satisfied' plus 'somewhat satisfied') was 69% in winter 2026, consistent
with 2025 and well above the low of 39% in 2022. More riders reported being extremely satisfied (35%)
in 2026 than at any point in the past four years.

Overall:
Just under a quarter (23%) of respondents were dissatisfied overall (16% somewhat dissatisfied, 7%

extremely dissatisfied) — an increase of two percentage points compared to 2025 (21%), though
remaining well below 2024 (36%) and 2023 (35%).

Dissatisfaction increased on many routes in 2026, with the San Juan Islands and Southworth/Vashon

Overall Satisfaction routes seeing the greatest jumps in rider dissatisfaction, up 35 and 30 percentage points, respectively.
By Route: Four routes saw a decrease in dissatisfaction with the most dramatic improvements seen on the

Triangle Route (Fauntleroy/Southworth/Vashon) and Seattle/Bremerton.
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Executive Summary (cont.)

OVERALL VALUE Riders' perceived level of value in the service WSF provides has weakened slightly.

Systemwide, over half (54%) of riders say that WSF is a good value, while 15% rate WSF a poor value, up
from 11% in 2025.

Overall Value:

Poor value ratings increased across ten of the eleven routes compared to the previous year, with
Southworth/Vashon* the only route that improved on perceived value.

Good value: The routes most likely to be rated a "good value" by riders include Port
Townsend/Coupeville (71%), Seattle/Bremerton (66%), Edmonds/Kingston (58%), and
Fauntleroy/Southworth (58%).

Value By Route:

Poor value: The routes most likely to be rated a "poor value" by riders include San Juan Islands (26%),
Fauntleroy/Vashon (24%), and Point Defiance/Tahlequah.

*Caution small sample size.
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Executive Summary (cont.)

ONTIME/DEPENDABLE . . . . . . .
DEPARTlﬁRES AND On-time/dependable departures and arrivals continue to be the areas of highest dissatisfaction (along
with adequate parking at terminals).
ARRIVALS
Systemwide, one quarter (25%) are dissatisfied with the timeliness of departures, and about half (48%) are satisfied. This is
a similar level of dissatisfaction compared to winter 2025 (24%).
On-time/ Routes with the highest levels of dissatisfaction: SJI (50%), Fauntleroy/Vashon (33%), and Anacortes/SJI (31%). Routes with
Dependable the lowest levels of dissatisfaction: Port Townsend/Coupeville (10%), Edmonds/Kingston (16%), and Seattle/Bremerton
Departures: (18%). Improvements were most dramatic on the Triangle Route (8-17 percentage points reduction depending on leg), and
Point Defiance/Tahlequah (12 percentage points reduction), while dissatisfaction increased most on SJI (up 33 percentage
points).
Satisfaction with on-time and dependable arrivals follows the same patterns, with around one quarter (24%) of riders
On-time/ dissatisfied, a similar level to 2025 when it was (23%). Half (50%) are satisfied.
Dependable Routes with the highest levels of dissatisfaction: SJI (41%), Fauntleroy/Vashon (32%), and Point Defiance/Tahlequah (31%).
Arrivals: Routes with the lowest levels of dissatisfaction: Port Townsend/Coupeville (8%), Edmonds/Kingston (14%) and
| Seattle/Bremerton (16%). The most dramatic improvement was seen on Fauntleroy/Vashon with a 12 percentage points
reduction, while San Juan Inter-Island saw the largest increase, up 18 percentage points.
-]
Passenger comments make it clear that scheduling issues continue to be a concern, with terminal issues (37%) and schedule
Passenger improvements (27%) being the most common areas of feedback. Fare issue comments have increased significantly since last
Frustrations: year, now cited by one in four riders (25%), while employee and staffing comments have declined significantly over the past

two years. Seven in ten riders say vessel age contributes at least somewhat negatively to schedule reliability.
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Executive Summary (cont.)

AREAS OF In addition to schedule dependability, adequate parking, coordination with transit schedules, and efficient vehicle
ol (o3 IV\'IIAAN loading are key opportunities for improvement.

Beyond schedule dependability, other specific needed improvements, based upon riders’ survey feedback is as follows:

* Vehicle (Driver/Passenger) — adequate parking near terminals, coordination with transit, efficient vehicle loading, clear directions

By Ri : : : :
y Rider Type for vehicle loading/unloading.
* Foot Passenger — adequate parking, coordination with transit, ferry bathrooms are clean.
[
Specific areas of needed improvement by route (beyond dependability) is as follows (top mentions by route):
* Seattle/Bainbridge —adequate parking, transit coordination.
» Seattle/Bremerton —adequate parking, transit coordination, ferry bathrooms are clean.
* Point Defiance/Tahlequah —adequate parking, transit coordination, efficient vehicle loading, clear directions for vehicle loading.
* Edmonds/Kingston —adequate parking, transit coordination.
*  Fauntleroy/Vashon —adequate parking, transit coordination, clear directions for bike loading/unloading, efficient/clear vehicle loading, efficient
By Route: ticket lane processing, easy loading/unloading for walk-on, walkway safe/comfortable.

*  Fauntleroy/Southworth —adequate parking, clear direction from vehicle loading crew, vessel crew helpful and friendly, terminal staff helpful.
*  Southworth/Vashon —transit coordination.

*  Port Townsend/Coupeville —adequate parking, transit coordination.

*  Mukilteo/Clinton —adequate parking, transit coordination.

*  Anacortes/S) Island —adequate parking, transit coordination, efficient/clear vehicle loading.

* SanJuan Inter-island — adequate parking, transit coordination, terminal comfort, efficient/clear vehicle loading, vehicle loading/unloading, crew
friendly.
|
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Executive Summary (cont.)

INTRODUCTION OF
CARD TRANSACTIONS
RECOVERY FEE

Awareness:

Impact on Ridership:

Impact on Payment
Behavior:

The introduction of the 3% credit/debit card transaction fee in March 2026 is well known among riders

and is expected to drive some shift in ridership and significant shift in payment behavior, particularly
among vehicle riders.

Three in four riders (75%) were aware of the 3% transaction recovery fee introduced on March 1st, 2026. Awareness was
highest among work commuters and riders on the Anacortes/San Juan Islands and Mukilteo/Clinton routes, and lowest
among riders on Edmonds/Kingston, Seattle/Bremerton, and Seattle/Bainbridge.

Most riders (69%) say the fee will not affect how often they ride the ferry, though about one in six (15%) say they will ride
less and 1% say they will stop riding altogether. Vehicle riders are significantly more likely than foot, bike, and transit
passengers to say the fee will reduce how often they ride.

When it comes to payment behavior, respondents are split where 40% say nothing will change, while 38% indicate they will
shift to using cash some or all of the time. Vehicle riders are significantly more likely than foot, bike, and transit passengers
to say they will switch to using cash.
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Executive Summary (cont.)

RIDERSHIP

Route:

Purpose:

Boarding
Method:

Ticket Type:

Touchpoint

Usage Rates:

Trip purpose and ticket-type choices continue to evolve from pre-pandemic patterns.

Around one in four riders say Seattle/Bainbridge (26%) was the last route they rode, while one in five say Edmonds/Kingston (20%)
or Mukilteo/Clinton (19%) was their last route, each consistent with the previous two years. Seattle/Bremerton ridership increased
significantly compared to 2024, up two percentage points to 7% in 2026.

Visiting family/friends (22%), medical appointments (19%), and trips for personal business (17%) remain the most common
purposes for the most recent trip taken. Recreation has seen a steady increase over the last three years (15% in 2026 vs. 12% in
2024 and 10% in 2019), while work commute trips (10%) remain well below pre-pandemic levels of 19% in 2019.

The proportion who drove on as a driver or passenger for their most recent ferry trip in winter 2026 (79%) is consistent with
recent years. Walk-on ridership increased to 19%, continuing a trend up from 2023 when it was only 16%.

Single-ride (43%) ticket use remained unchanged over the past three years, while multi-ride continued its downward trend,
declining to 26% in 2026 (vs. 28% in 2024 and 2023).

Smartcard/ORCA use increased significantly to 7%, its highest level in four years.

Website usage has remained relatively consistent over the past few years, at 74% in 2026, comparable to 2025 (74%), and down
from 2024 (77%), 2023 (78%), and 2022 (82%).

One in five (20%) passengers asked the vessel crew for help, on par with the past three years but down significantly from 2019
when it was 33%.
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Executive Summary (cont.)

On-time performance is the most important aspect of riding — this is consistent across rider types,

SERVICE . ey - .

PRIORITY trip purposes, and routes. Affordability is the second most important aspect for most, except for
Anacortes/SJI/SJI Interisland and Port Townsend/Coupeville where securing reservations is second.

Overall On-time and dependable departures and arrivals is the top priority for most riders and the next most important attribute is

Priorities: affordable pricing for all. Real-time trip updates and frequent sailings are also important for riders.

By Rider Type Non-discretionary riders place significantly greater importance on on-time performance and sailing frequency than discretionary
and Trip riders. Foot, bike, and transit passengers place significantly greater importance on terminal comfort and ease of access, while
Purpose: vehicle riders place greater importance on ease of booking and securing reservations.

On-time performance is the top priority across all routes, with San Juan Inter-Island and Mukilteo/Clinton riders placing the greatest
importance on this attribute. Affordable pricing is second in importance overall, and this matters most to Edmonds/Kingston and
By Route: Fauntleroy/Southworth riders.

Several routes place greater importance on increased sailing frequency over real-time updates, most notably Seattle/Bremerton
and Fauntleroy/Vashon.

Two in five riders (40%) say the cost of a ferry ticket affects how often they ride. Among those impacted, most skipped between one
and five trips during the January to March 2026 period, averaging four skipped trips. Personal business and activities and visiting
family and friends are the most common trip types foregone due to cost.

Cost Impact on
Ridership:
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Executive Summary (cont.) .'

Communication and
Accessibility

Communication and
Website:

Accessibility:

Satisfaction with WSF communication efforts remains mostly consistent with the previous year, though

website satisfaction dipped. Preferences for rider alerts is shifting away from phone, email, and
website postings and moving towards app-based notifications.

Over two thirds (68%) are satisfied with WSF communication efforts, consistent with 2025, while 15% are dissatisfied. Reasons
for dissatisfaction continue to center on late or missing alerts and a desire for more accessible and reliable real-time information.

The WSDOT/WSF app remains the most preferred way to receive WSF communications at 52%, while preference for alerts via
phone or email continues to decline. The Ferry Friend app saw a notable increase, rising to 14% in 2026 from 5% in 2025.

Satisfaction with the website declined to 71%, down three percentage points from last year.

Misleading information (60%) and poorly organized or difficult-to-navigate pages (51%) remain the leading reasons for website
dissatisfaction. Dissatisfied riders most often point to inaccurate real-time data and difficulty navigating the site, especially on
mobile devices.

One in ten riders (10%) report experiencing a physical, sensory, cognitive, or mental health condition that affects how they
access or use the ferry. Mobility-related conditions are most common, including difficulty walking or wheelchair use, with
challenges most often related to elevator access and navigating vessel and terminal facilities.

Among these riders, 72% named one or more area for access improvements with ADA and disability improvements as the top
area of needed support, including moving walkways, staffing and customer service improvements, and elevator improvements.
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Overall Satisfaction &
Value Ratings
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Overall Satisfaction

Overall satisfaction remains at 69% for the second consecutive year, with more riders reporting being extremely satisfied (35%) than at any point in
the past four years. While overall dissatisfaction increased slightly to 23%, overall dissatisfaction remains well below 2023 and 2024 levels.

2026
(n=3,119)
2025
(n=3,202)
2024
(n=3,791)
2023
(n=3,953)
2022
(n=3,966)
2021
(n=3,949)
2019
(n=3,441)
2018
(n=4,214)
2017
(n=3,356)
2016
(n=3,134)
2015
(n=2,474)
2014
(n=3,420)

54%

H Extremely Dissatisfied M Somewhat Dissatisfied M Somewhat Satisfied M Extremely Satisfied

36%
35%
23%

23% WAL 35% 69%

14% 20%
12% 25%
15% 39%
24% BV 37%

21% RS2 32% 69%

54%
58%

24% W& 31%

16% 2
15% Q&%

18% X4
17% B4
17% B4

Only ratings of satisfaction (4-5) or dissatisfaction (1-2) are shown, Ratings of 3 or don’t know are not shown.
The bold percentages represent the corresponding total dissatisfaction/satisfaction

39% 76%
37% 77%
36% 74%
33% 74%
35% 74%

Note: Research was not conducted in
2020 due to the COVID-19 pandemic.

QJ. For this survey, we are interested in your experiences and opinions of Washington State Ferries during January through March 2026 only. All things considered, how satisfied are you with the
service provided by Washington State Ferries from January through March 2026?
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Overall Dissatisfaction by Route

While system-wide satisfaction and dissatisfaction was similar to 2025, many routes saw more overall rider dissatisfaction in 2026. The SJI (53%),
Southworth/Vashon* (41%), and Anacortes/SJI (35%) routes had the highest dissatisfaction, with SJI and Southworth/Vashon showing the largest increases
year over year. The greatest reductions in dissatisfaction occurred on the Fauntleroy/Southworth, Seattle/Bremerton, and Fauntleroy/Vashon routes.

Overall Dissatisfaction by Route - 2026 (Total Dissatisfied) (,ZZ"',T,ZS)
M Extremely M Somewhat

Sl (=50 s | i
SOU/VAS (n=24)* 11% 30% 41% 11% 62%
ANA/SII (n=746) 35% 20%  +15%  37%
PTD/TAH (n=89) 31% 29% +2% 58%
MUK/CLI (n=595) 10% 20% 30% 25% +5% 23%
FAU/VAS (n=183) 7% 17% 25% 32% 70%
SEA/BREM (n=179) 21% 30% 44%
FAU/SOU (n=100) 19% 29% 41%
EDM/KIN (n=445) I 12% 19% 12% 7% 25%
PTT/COU (n=117) 8% . 9% 17% 15% +2% 27%
SEA/BAIN (n=581) 5% 11% * Note: Small Sample Size 16% 19% -3% 34%

QJ. For this survey, we are interested in your experiences and opinions of Washington State Ferries during January through March 2026 only. All things considered, how satisfied are you with the
service provided by Washington State Ferries from January through March 2026?
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Overall Satisfaction by Route

While system-wide satisfaction and dissatisfaction were similar to 2025, results varied widely by route in 2026. Satisfaction was highest on the Seattle/Bainbridge
(77%), Edmonds/Kingston and Pt. Townsend/Coupeville (76%) routes and lowest on the SJI (40%) and Southworth/Vashon* (50%) routes, which also had the
highest dissatisfaction. Seattle/Bremerton posted the largest satisfaction gain (+12%) year over year, while SJI (-33%) and Southworth/Vashon (-15%) saw the
steepest declines.

Overall Satisfaction and Dissatisfaction by Route - 2026

M Satisfied M Neither M Dissatisfied
SEA/BAIN (n=581) 77% %%  16% 77%  69% +8% 16% 19% -3%
EDM/KIN (n=445) 76% 5% 19% 76% 80% -4% 19% 12% +7%
PTT/COU (n=117) 76% 8%  17% 76%  79% -3% 17% 15% +2%
FAU/SOU (n=100) 74% % 19% +6%
SEA/BREM (n=179) 71% % 21%

FAU/VAS (n=183) 62% 3% 25% +7%

MUK/CLI (n=595) 61% 9% 30% 7%

ANA/SII (n=746) 57% 8% 35% -14%

PTD/TAH (n=89) 55% 1% 31% -8%

SOU/VAS (n=24)*

50% 9% 41%

$JI (n=60) 40% % 53% 40%  73%

53% 18% +35%

Q1. For this survey, we are interested in your experiences and opinions of Washington State Ferries during January through March 2026 only. All things considered, how
satisfied are you with the service provided by Washington State Ferries from January through March 2026?
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Perceived Value by Route

Systemwide, 54% of riders rate WSF a good value, down from 58% in 2025. Conversely, 15% of riders rate WSF a poor value, up from 11% in 2025. Poor value ratings increased
across most routes year over year, with Sll seeing the largest increase (up 19 percentage points).

The Port Townsend/Coupeville route shows the strongest value perception, with 71% of riders rating it a good value, though this has declined year-over-year by 8%-points.

Perceptions of Value by Route - 2026

M Poor H Neither ® Good 2026 2025 Shift 2026 2025 Shift

SYSTEMWIDE (n=3,119) | ' 15% 11% +4%  54% 58% -4%
m__‘ 24% 20% +4%  41% 40% +1%
I___' 23% 18% +5%  47% 43% +4%
I__' 17% 10% +7%  49% 57% -8%
I___l 16% 12% +4%  58% 61% -3%
___l

FAU/VAS (n=183)

* Note: Small Sample Size PTD/TAH (n=89)

MUK/CLI (n=595)

FAU/SOU (n=100)

ANA/SII (n=746) 45% 15% 13% +2% 40% 51% -11%

EDM/KIN (n=445) 14% 28% 14% 8% +6% 58% 65% -7%
IW 22% 12% 9% +3% 66% 65% +1%

m‘___l 1% 17% 6% 28% 45% -17%

22% 7% 3% +4% 71% 79% -8%

SEA/BREM (n=179)

SEA/BAIN (n=581)

SOU/VAS (n=24)*

PTT/COU (n=117)

Q116. Considering your personal experience with the ferries, which of the following phrases best describes the value of riding Washington State Ferries to you?
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Cost Impact on Ferry Ridership

Two in five riders (40%) say the cost of a ferry ticket affects how often they ride. Among those impacted, most skipped one to five trips between
January and March 2026, averaging four missed trips. Personal business and activities (53%) and visiting family and friends (44%) are the most
common trip types foregone due to cost.

Does the cost of a ferry ticket Number of Trips Not Taken Due To Cost of Ferry Type of Trip Not Taken Due To Cost of Ferry

affect how often you ride the

. Personal business / activity 53%
ferries? 1-5 trips 64% ’
' Travel to / from family / friends 44%
6-10 trips 13% Shopping trip 41%
No,
Tourism / recreation 38%

11-15 trips 3%
i Travel to / from special event

16-20 trips | 1% Medical appointment

21+ trips | 1% Commute to / from work

1 q Work related activity / business
0 - 1 did not skip any trips during this 13% ré].
3% prefer not to answer period due to the cost of the ferry ! ? m Average number of Other
oo trips not taken: 4
4% Don’t know Commute to / from School

M 2026 Winter (n=1,430)

QN8: Does the cost of a ferry ticket affect how often you ride the ferries?
QN8a: In the period of time between January and March 2026, roughly how many WSF trips did you decide to not take, due to the cost of riding the ferry?
QN8b: What type of trips did you not take due to the cost of riding the ferry?
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Ticket Purchase, Trip Purpose,
& Boarding Method
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Most Recent Trip —Ticket Type and Purchase

Single-ride (43%) ticket use remained unchanged over the past three years, while multi-ride continued its downward trend, declining to 26% in 2026.

Smartcard/ORCA use saw the most notable increase, rising from 4% in 2025 to 7% in 2026.

Most Recent Trip Ticket Type

43%
Single ride 43%
|- 174
26%
Multi-ride 27%

22%
23%
T4

Senior/ disabled

7%

Smartcard/ ORCA

W T
4%

M 2026 Winter (n=3,119)

1%
i 1%
A 1%
1% M 2024 Winter (n=3,791)

Free this direction Lol 2%
ol 2%

Monthly pass M 2025 Winter (n=3,202)

<1%

Part of another ticket |4 1%
il 1%

0%

Other | 0%

0%

Q19. Thinking about your FERRY RIDE ONLY on the {most recent} route, on what kind of ticket were you traveling?
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Most Recent Trip — Ticket Type and Purchase By Rider Type

Vehicle drivers and passengers are more likely than walk-on, bike, and transit riders to purchase multi-ride or senior/disabled tickets, with vehicle
riders more than twice as likely to use a multi-ride ticket. Walk-on, bike, and transit riders are significantly more likely to purchase single ride or

Smartcard/ORCA tickets.

Most Recent Trip Ticket Purchase

43%
Single ride 41%

1 50%

22%
24%

26%
Multi-ride 29%
1 13%

Senior/ disabled
1 17%

7%
Smartcard/ ORCA 5%
{ 15%

1% M 2026 Winter (n=3,119)

0,
Monthly pass <1§’% M Vehicle Driver/Passenger (n=2,456)

his d 1% 14 Walk-On, Bike, Transit (n=663)
Free this direction <1%
2%
<1%
Part of another ticket <1%
1%

Q19. Thinking about your FERRY RIDE ONLY on the {most recent} route, on what kind of fare or ticket were you traveling?

WSTC FROG - 2026 WSF Winter Ferry Performance Study

Smartcard/ORCA use increased
significantly by three percentage points to
7% in 2026, its highest level, compared to
4% in each of the previous three years.
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Most Recent Trip —Ticket Purchase Location

Nearly three in four riders (73%) purchased their most recent ticket at the toll booth, making it by far the most common purchase location. Online via
Wave2Go is the second most common, with about one in ten riders (11%), followed by the toll window inside the terminal and self-serve kiosks (8%
and 7% respectively).

Most Recent Trip Ticket Purchase Location

Toll booth (outside for vehicle traffic) 73%

Online (Wave2Go website)

Toll window (inside terminal)

M 2026 Winter (n=2,806)

Self-serve kiosk 7%

Other

Note: Question added in 2026.

Q19A. Thinking about your FERRY RIDE ONLY on the {most recent} route, where did you physically pay for your fare?

WSTC FROG - 2026 WSF Winter Ferry Performance Study
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Ticket Payment Methods and Card Fee Awareness

Nearly four in five riders (79%) typically pay for ferry tickets with either a credit card (59%) or debit card (20%). Three in four riders (75%) were aware
of the 3% transaction recovery fee on card payments that went into effect on March 1%, 2026, with awareness highest among work commuters and
riders on the Anacortes/San Juan Islands and Mukilteo/Clinton routes.

How Riders Typically Pay for Ferry Tickets Awareness of Credit/Debit Card Transaction Fee

Riders whose most recent trip purpose was a work
commute were significantly more likely than all other

Yes, | was aware riders to be aware of the fee.
No, | was not 75%
W Credit Card awalre Riders whose most recent route was Anacortes/San
25% Juan Islands or Mukilteo/Clinton were significantly
M Debit Card more likely to be aware of the fee than those whose
most recent route was Edmonds/Kingston,
= ORCA Card Seattle/Bremerton, or Seattle/Bainbridge.
W Cash

All respondents (n=3,119) asked
Total (n=3,119)

All respondents (n=3,119) asked; n=6 said
other — not included in chart.

Note: Questions added in 2026.

QN1: When purchasing ferry tickets, which payment method do you typically use?
QN2: On March 1st, 2026, Washington State Ferries introduced a 3% transaction recovery fee for using a credit/debit card to make purchases, per legislative direction. Were you aware of this fee?
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Impact of Card Fee on Ridership and Payment Behavior

Most (68%) say the 3% card recovery fee will not affect how often they ride the ferry, though about one in six (16%) say they will ride less or not at all.
For payment behavior, two in five (40%) say nothing will change, while others indicate they will shift to using cash some (22%) or all (16%) of the time,

with a smaller share switching to ORCA (6%) and 13% unsure if anything will change.

Impact of Fee on Ferry Ridership Impact on Ticket Purchase Method

1%

W Yes, will stop riding Nothing will change

| will use cash some of the time now

W Yes, will ride less | will use cash all the time now 16%
Will use an ORCA card
W Will not affect Will stop purchasing/riding or will use ferry less
Other
B Not sure/Don't know
Not sure/Don't know 13%

Total (n=3,083)

QN3: Does the credit/debit card recovery fee implemented on March 1st, 2026, affect how often you will ride the ferry?
QN4: Will the 3% credit/debit card recovery fee change how you purchase ferry tickets?

WSTC FROG - 2026 WSF Winter Ferry Performance Study

40%

Vehicle riders are significantly more likely than
foot, bike, and transit passengers to say the fee will
reduce how often they ride the ferry, and to say
they will switch to using cash some or all of the
time when purchasing tickets.

M 2026 Winter
(n=3,083)

Note: Questions added in 2026.
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Most Recent Trip — Purpose

Visiting family and friends (22%) and medical appointments (19%) remain the most common trip purpose, followed by personal trips (17%) and
recreation (15%). Recreation has steadily increased over the past three years, while work commute trips remain well below pre-COVID 2019 levels

(10% vs 19%).

. Purpose |

Most Recent Trip Purpose 2026 2019 Shift

Family/ friends Kook Family/ friends 22% 17% +5%

Medical appointment Medical appointment 19% 15% +4%

Personal Personal 17% 16% +1%

Recreation Recreation 15% 10% +5%

Work commute Work commute 10% 19% -9%
Special events Special events 8% 8% -

Work related Work related 6% 7% -1%

Shopping trip* Shopping trip* 3% 6% -3%

M 2026 Winter (n=3,119)
M 2025 Winter (n=3,202) School commute <1% 0% -
M 2024 Winter (n=3,791)

*In 2024 ‘shopping excursion’ School commute

and ‘everyday shopping’ were
combined into one response
P Other

category of ‘shopping trip.’ Other <1% 2% -1%

Q15. Thinking about your FERRY RIDE ONLY on the {most recent} route, which of the following was the PRIMARY PURPOSE for that specific trip?
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Most Recent Trip — Boarding Method/Vehicle Type

The share who drove on as a driver or passenger for their most recent ferry trip (79%) is consistent with recent years. Among those who drove on,
more than five in six (84%) were in a regular-sized vehicle (14 to 21 feet).

Most Recent Trip Onboarding
Outbound Boarding Method Trip Vehicle Type

5511‘2; _ Regular Vehicle

229 14-21ft

— small Vehicle
<14ft

84%
83%
85%

Car driver

Passengerin

car
Walk-on & Work 19%<«—— Walk on ridership significantly
The proportion of walk-on i 18% 22+t
riders who commute to Bike / E-Bike 1 1% i
work is 18% in 2026, down on 1% <1%
two 1 1% Vanpool -
percentage points ] . 1%
from 20% in 2025, 1% Registered | o,

Rode bus | <1% . .
<1% <1% | 2026 Winter
<1% Motorcycle | 0% M 2025 Winter

Motorcycle | <1% i <1% ® 2024 Winter
<1%
i <1%
Rode van/ | <1% — Other | 0%
Carpool <12A, _| 1%

Ql16a. Thinking about your FERRY RIDE ONLY on the {most recent} route, how did you board the ferry for your outbound trip?
Q17. Thinking about your FERRY RIDE ONLY on the {most recent} route, which of the following best describes the vehicle you drove on the ferry?
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Service Priority Exercise
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Background on the Service Priority Exercise

A service priority exercise was added to the survey
this year to measure the relative importance of
different service attributes when it comes to rider

satisfaction with WSF. Example Trade-Off Question

. From the list below, please select ONE item that is MOST important to you by checking the box in the left
Survey reSpondentS were asked a series of 8 trade-off column and ONE item that is LEAST important to you by checking the box in the right column.

guestions where they were shown a set of different
service attributes and asked which is most important e T
tO them and Wh|Ch iS |eaSt importa nt tO them Onboard space and amenities for working (tables, outlets, WiFi etc.)

Comfort and cleanliness of vessel and terminal waiting areas

Based on the results, each attribute was scored and LIV OO TR TecHiy R oo
assigned a value out of 100. Results can be ATt T D
interpreted as an item with twice the score being
twice as important. For example, an attribute with a
score of 20 is twice as important as an attribute with
a score of 10.

Real-time trip updates (ETAs, delays, load status etc.)
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Service Priority Exercise: Overall Results

On-time performance, affordable pricing, real-time trip updates, and increased sailing frequency form the top tier of rider priorities. Vessel comfort,
staff helpfulness, ease of access, booking, paying and obtaining reservations and low-income discounted fares are also considerations, though relatively
less important. Onboard relaxing space, amenities to facilitate working onboard, and food and beverage availability are the least important.

Service and Feature Importance Among WSF Riders Jotal

Most
Important

@ On-time departures & arrivals {@jj Affordable Price

13.9 11.7
@ Real-time trip updates M Increased frequency of sailings
. 9.2
=t . @ L %
Comfort/Clean A Ease getting Helpful/ Friendly Getting * Ease .Of Discounted fares
. . needed booking/ :
vessel and terminal | to/from terminal staff : : for low-income
reservation paying
7.1 7 6.8 6.7 6.5 6.3
F Onboard space to enjoy —— Onboard space/amenities Onboard food/beverage
view/relax 5.5 BB .5 work 888 availability 4.9
Least
Important -
100
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Service Priorities by Rider Type and Trip Purpose

Full breakdown by rider type available in the appendix.

Top Tier: Service/Features of Importance Total

3119
@ On-time/dependable departures
= and arrivals

—— The price of riding the ferry is kept
affordable

uep)

Real-time trip updates (ETAs,
delays, load status etc.)

M Increased frequency of sailings 9

These results are based on the service priority exercise. The scores are shown on a probability scale
where all the attributes have positive values totaling “100’. As these scores are ratio scaled, the results
can be interpreted as an item with twice the score being twice as important.

Running on time is the top priority systemwide,
ranking well above sailing frequency and showing
riders value reliability more than frequency. Vehicle
passengers, non-discretionary riders, and higher-
income riders (over $75K) feel this most strongly.

While dependability is the most important priority
overall, among riders with lower incomes (under
S75K), affordability surpasses dependability and takes
the top spot. Vehicle passengers also rate affordability
significantly higher than foot/bike/transit passengers.
On the other hand, higher income riders place
significantly greater importance than their
counterparts on real-time updates.

Non-discretionary riders (e.g. commuters or those
riding for medical appointments) prioritize sailing
frequency significantly more than discretionary riders.

Non-discretionary trips are those riders take out of necessity, such as work commuting or medical appointments.
Discretionary trips are those taken by choice, such as recreation, visiting family or friends, or shopping.
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Service Priorities by Rider Type and Trip Purpose

Full breakdown by rider type available in the appendix.

Mid Tier: Service/Features of Importance Total

terminal waiting areas

% Comfort and cleanliness of vessel and
¢

I, Ease of getting to and from the ferry

'/D\E_L, terminal (parking, public transportation
connections, etc.)
ﬁ Staff is helpful and friendly

@ Getting a reservation when you need
one

Ease of booking and paying for your trip

Low-income riders receive discounted
fares

3119

6

These results are based on the service priority exercise. The scores are shown on a probability scale
where all the attributes have positive values totaling “100’. As these scores are ratio scaled, the results

can be interpreted as an item with twice the score being twice as important.

Comfort and cleanliness and ease of terminal access are
both important, with foot/bike/transit passengers rating
these aspects significantly higher than vehicle riders.

Staff friendliness scores has similar importance across
all rider types. On the other hand, reservations are, as
expected, much more important to those riding with
their vehicle. Vehicle riders also place significantly
greater importance on ease of booking.

For riders with incomes under S75K, discounted fares
rank 5th in importance out of the 13 attributes, sitting
above comfort and cleanliness, ease of terminal access,
and staff friendliness. For higher-income riders,
discounted fares rank much lower (10 out of 13).

Non-discretionary trips are those riders take out of necessity, such as work commuting or medical appointments.
Discretionary trips are those taken by choice, such as recreation, visiting family or friends, or shopping.
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Service Priorities by Rider Type and Trip Purpose

Full breakdown by rider type available in the appendix.

Bottom Tier: Service/Features of Importance Total

ﬁ Onboard space to relax or enjoy the view

Onboard space and amenities for working (tables,
outlets, WiFi etc.)

Onboard experience features rank lowest across all
3119 rider types, but foot/bike/transit passengers prioritize
all three significantly higher than vehicle riders.

Higher-income riders (over $75K) place significantly
greater importance on food and beverage and
working amenities than lower-income riders, and
discretionary riders place significantly greater
importance on space to relax and enjoy the view.

4}

Availability of food and beverage service onboard

g

These results are based on the service priority exercise. The scores are shown on a probability scale
where all the attributes have positive values totaling “100’. As these scores are ratio scaled, the
results can be interpreted as an item with twice the score being twice as important.

Non-discretionary trips are those riders take out of necessity, such as work commuting or medical appointments.
Discretionary trips are those taken by choice, such as recreation, visiting family or friends, or shopping.
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Service Priorities by Most Frequent Route

On-time performance and affordability are the top two priorities on nearly every route, but notable differences emerge at the route level. Getting a
reservation is the biggest divide, ranking as #1 on PTT/COU and #2 on ANA/SJI, compared to #12 on Seattle/Bainbridge and Seattle/Bremerton. Sailing
frequency is ranked higher on Seattle/Bremerton (#2) and Fauntleroy/Vashon and Fauntleroy/Southworth (#3), while it ranks #4 systemwide.

O pgue RO e Ridde
A SEA/ PTD/ EDM/ FAU/ FAU/ Sou/ PTT/ MUK/ ANA/ INTER
0 BA BRE TAH KIN VAS SOouU VAS cou CLI ]| Sl
84 181 93 447 191 99 14* 96 602 768 44*

Service/Features of Importance 3119 5

@ On-time/dependable departures and arrivals 1 1 1 1 1 1 1 1 2 1 1 1

g The price of riding the ferry is kept affordable 2 2 3 2 2 2 2 2 3 2 3 3

@ Real-time trip updates (ETAs, delays, load status etc.) 3 3 4 3 3 4 4 3 5 3 5 6

M Increased frequency of sailings 4 4 2 4 4 3 3 4 4 4 4 4

%/ Comfort and cleanliness of vessel and terminal waiting areas 5 5 6 6 5 8 6 7 7 9 7 5
‘i)? Ease of getting to and fromct::nf:é[iy(/) ’;]esrrr;;r;a)l (parking, public transportation 6 6 5 7 7 5 7 9 9 6 10 1
155 Staffis helpful and friendly 7 7 8 5 6 6 5 6 8 5 8 8

*@] Getting a reservation when you need one 8 12 12 10 10 1 10 8 1 8 2 2

Ease of booking and paying for your trip 9 8 1 9 9 7 8 10 6 7 6 7
Low-Income riders receive discounted fares 10 9 10 8 8 9 9 5 10 10 9 9
FOnboard space to relax or enjoy the view 11 10 9 11 11 10 11 1 11 11 1 10
é Onboard space and amenities for working (tables, outlets, WiFi etc.) 12 11 7 13 13 13 13 12 13 13 12 12
Availability of food and beverage service on board 13 13 13 12 12 12 12 13 12 12 13 13

*Caution small sample size.
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Performance Ratings &
Public Transit Usage
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Rider Interaction With WSF

The most common rider touchpoints remain driving onto the ferry (94%), visiting the passenger deck (88%), and using the WSF website (74%). Vessel
crew interactions saw the largest increase, with 40% of riders reporting an interaction, up from 30% in 2025.

WSF Touch Points With Winter Riders

Drove Onto A Ferry as Driver or Passenger

— o .6 - 94%
83%
S — 85%
Vessel - Visited Passenger Deck

88%
84%
83%

Website - Used For Any Reason

Terminal - Go Inside
Walked Onto A Ferry

Vessel - Interacted With Crew

m 2026 Winter (n=3,119)
20%
Vessel - Asked Crew For Help [nad 18% M 2025 Winter (n=3,202)
4%
Ride Bike Onto a Ferry Ld 3%

i 2024 Winter (n=3,791)
=4 3%

Q(s) During the winter period, did you ... Q20 Go inside a ferry terminal for any reason? Q30 Did you walk onto a ferry? Q43 Did you either drive onto a ferry or board as a passenger in a vehicle? Q43B Did
you ride your bike (non-motorized) onto a ferry? Q70 Did you use/Vvisit the vessel passenger deck area? Q80 Did you have any interaction with any of the vessel crew? Q103 Did you specifically ask a WSF
vessel staff member for help/assistance? Q90 Use the WSF website?

WSTC FROG - 2026 WSF Winter Ferry Performance Study
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Summary of Attribute Dissatisfaction by Rider Type

\
Consistent with 2025, parking and on-time performance generate the highest dissatisfaction systemwide. Vehicle riders are more dissatisfied than foot *
passengers with both. Coordinated sailing schedules with transit services and efficient vehicle loading procedures also stand out as higher

dissatisfaction attributes compared to the rest of the attributes.

Dissat. .
(Sl (Extremely/ L Foot Passenger
DIREEEillLight (10-19%)8Medium (20-29%)8Heavy (>30%) v (Rider & Passenger) &
Somewhat)

Number of Respondents Varies by Question (Max n Size Shown) n3119 n2560 n559
There is adequate parking near the terminals 28% 34% 18%
WSF has on-time/dependable departures 25% 26% 22%
WSF has on-time/dependable arrivals 24% 25% 21%
WSF sailing schedule is adequately coordinated with transit services 14% 14% 14%
WSF vehicle loading procedures are efficient and allow for adequate room between vehicles 10% 10% 7%
WSF vehicle loading and unloading crews provide clear directions and/or hand signals 9% 9% 7%
WSF bike loading and unloading crews provide clear directions and/or hand signals 7% 7% 7%
Bathrooms on the ferries are clean and well maintained 6% 5% 8%
WSF efficiently processes vehicles through ticket lanes 6% 6% 3%
WSF vehicle loading and unloading crew are friendly, courteous and polite 6% 6% 5%
WSF walk-on passenger loading and unloading procedures are efficient 6% 6% 6%
WSF provides easy loading and unloading for walk-on passengers 5% 6% 3%
WSF makes buying tickets easy and quick 5% 5% 2%
The terminal to vessel passenger walkway is comfortable and safe 4% 5% 2%
Terminals are comfortable, clean and well maintained 4% 5% 3%
WSF bike loading and unloading procedures are efficient 3% 2% 4%
Ferry passenger seating areas are clean and comfortable 3% 2% 4%
WSF vessel crew are helpful, competent and knowledgeable 3% 4% 0%
WSF vessel crew are friendly, courteous and polite 3% 4% 1%
WSF bike loading and unloading crew are friendly, courteous and polite 2% 3% 1%
WSF toll booth staff are friendly, courteous and polite 2% 2% 2%

WSTC FROG - 2026 WSF Winter Ferry Performance Study
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Summary of Attribute Dissatisfaction by Route

Parking near terminals is the top driver of dissatisfaction system-wide, especially on the FAU/VAS and FAU/SOU routes. Dependability is another
consistent pain point, with on-time departures and arrivals drawing notable dissatisfaction, particularly on INTER/SJI and FAU/VAS routes. A
smaller but still notable pain point is sailing schedule coordination with transit services, which stands out on ANA/SJI and INTER/SJI routes.

Color Code: (Ex':::::w / SEA/  SEA/ FAU/ SOU/ PTT/ MUK/ ANA/ INTER

LI i Light (10-19%)MMedium (20-29%)8 comewhat) BAIN  BRE SOU VAS cou cL ] sl

Number of Respondents Varies by Question (Max n Size Shown) 3119 581 179 100 24* 117 595 746 60
Overall system dissatisfaction 23% 16% 21% 31% 19% 25% 25% 41% 17% 30% 35% 53%
There is adequate parking near the terminals 28% 16% 27% 24% 28% 54% 48% 7% 22% 44% 16% 17%
WSF has on-time/dependable departures 25% 28% 18% 29% 16% 33% 29% 20% 10% 29% 31% 50%
WSF has on-time/dependable arrivals 24% 28% 16% 31% 14% 32% 29% 12% 8% 27% 29% 41%
WSF sailing schedule is adequately coordinated with transit services 14% 10% 20% 18% 11% 22% 18% 5% 9% 10% 34% 43%
WSF vehicle loading procedures are efficient and allow for adequate room between vehicles 10% 7% 7% 15% 6% 18% 9% 18% 5% 8% 20% 28%
WSF vehicle loading and unloading crews provide clear directions and/or hand signals 9% 6% 7% 13% 7% 19% 6% 18% 4% 9% 13% 23%
WSF bike loading and unloading crews provide clear directions and/or hand signals 7% 7% 5% 20% 4%
Bathrooms on the ferries are clean and well maintained 6% 7% 13% 4% 7% 6% 7% 14% 3% 1% 5% 6%
WSF efficiently processes vehicles through ticket lanes 6% 4% 3% 4% 6% 17% 3% 6% 1% 5% 5% 9%
WSF vehicle loading and unloading crew are friendly, courteous and polite 6% 5% 4% 7% 5% 9% 9% 9% 6% 1% 6% 14%
WSF walk-on passenger loading and unloading procedures are efficient 6% 7% 5% 1% 5% 9% 5% 20% 4% 3% 6% 0%
WSF provides easy loading and unloading for walk-on passengers 5% 5% 2% 2% 6% 11% 5% 3% 8% 0%
WSF makes buying tickets easy and quick 5% 5% 6% 7% 4% 5% 5% 2% 5% 5% 8%
The terminal to vessel passenger walkway is comfortable and safe 4% 2% 1% 7% 10% 5% 5% 1% 3% 6% 0%
Terminals are comfortable, clean and well maintained 4% 4% 2% 2% 3% 6% 5% 4% 2% 9% 25%

*Caution small sample size.
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Help/Assistance From Vessel Staff

One in five (20%) riders interacted with vessel crew and asked staff for help, on par with the past three years. While most report satisfaction with the ¥
assistance received, “very satisfied” ratings declined from 73% in 2025 to 65% in 2026, and total dissatisfaction increased to 11% from 5% in 2025.

Asked WSF Vessel Staff For Help/Assistance Satisfaction With WSF Vessel Staff
(Base: Interacted with vessel crew winter 2026, n=1,219) HEIp/ Assistance
[v)
Do not Very 65% 0
recall Satisfied 73%
5%
Satisfied
Yes, Asked Neither
< For Help Sat/Dissat
No, Didn't Ask g ‘20%
0 - 0
75% Dissatisfied ztySA ® 2026 Winter (n=258)
5°y W 2025 Winter (n=218)
? M 2024 Winter (n=244)
v 3%
ery .
Dissatisfied 3%
6%

Q103. (ASKED OF THOSE WHO INTERACTED WITH CREW) Did you specifically ask a WSF vessel staff member for help/assistance anytime from January to March 2026?
Q104. (ASKED OF THOSE WHO ASKED FOR HELP) How satisfied were you with the help/assistance the WSF vessel staff member gave you?
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Public Transit Usage

Public transit usage to or from WSF terminal remains low at 8%, with most (71%) riders never using it. Taking too long remains the primary barrier (41%),
though this has declined notably from 48% last year. Lack of service to the destination (28%) and from the origin (26%) are also key barriers, while
schedule mismatches between public transit and ferry times have declined significantly from 16% in 2025 to 10% in 2026..

Riding Public Transportation To/From WSF Terminal Reasons for Not Riding Public Transportation To/From WSF Terminal
Net:
8% . . . 417
Takes too long going on public transit 48%
47%
0,
W Always No public transit service where | am going %S%QV
(1)
B Most times e —.  2.6%
. No public transit service where | am coming from*
B Sometimes
1 0,
B Not very often Public transit and ferry schedules don't match % 1167%}
W Never 10% '
No place to park my car at the ferry terminal 5 13%
14%
10%
Prefer car/have car/need car = 10%
el 7%
%
Safety concerns E 11%
12%
4%
Too much to carry/multiple destinations/pets or family 4%,
o ) 5% M 2026 Winter (n=2,326)
Frequency riding public _ _ 4%
transportation TO or FROM More convenient to drive E i‘:)//:; M 2025 Winter (n=2,624)
WSF terminal 3% . _
Bike/motorcycle/walk/car pool/get ride instead ﬂg;/o 2024 Winter (n=3,187)
(1)

Q135C. How often did you ride public transit TO or FROM a WSF terminal in the past three months (January-March 2026)? New option introduced in 2026

Q135A1. (ASKED OF THOSE NOT USING PUBLIC TRANSIT) Which of the following are reasons why you do not ride public transit either TO or FROM a WSF terminal?
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WSF
Communications
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WSF Communication

Over two thirds of riders (68%) are satisfied with WSF communication efforts, consistent with previous years, while 15% are dissatisfied.
Dissatisfaction continues to center on schedule reliability, late or missing alerts, and the need for more consistent, accessible, and reliable real-time

information.
Reasons for Dissatisfaction
Satisfaction with WSF Communication “Your ferry schedule and announcements are buried too deep in the website. | use Ferry Friend, which is easier to access.” Neither Satisfied nor
Dissatisfied
“There is not always updated info. Wednesday for example, | was trying to catch a 9:15 am ferry from Vashon, it did not come but one did arrive
and leave at 9:25 am, there was no info as to why or that there was an issue.” Neither Satisfied nor Dissatisfied
W Very Satisfied “WSF web site is filled with too much clutter making useful information hard to find. Useful = finding accurate updates such as how many spaces
left for sailings on particular routes and times. having ready access to phone numbers to call and get information. ” Somewhat Dissatisfied
“When boats are 30 minutes or more late, the vessel watch feature and how many car spaces are left on a ferry are often inaccurate and not
Net: Somewhat real time.” Somewhat Dissatisfied
68% Satisfied . . . . . o
“Website poorly managed for delays, etc., and no apparent option for email updates, which should be opt-in automated. Wait times constantly
unreliable and one has to use traffic cameras and guess.” Somewhat Dissatisfied
Neithgr Sa.tis.fied “When the vessels get late the supporting web information either fails or is in accurate and it is hard to get information even when you are in the
Nor Dissatisfied lot.” Very Dissatisfied
L “The warnings come late and are not helpful. Nobody on the ferry lot has any idea what’s going on. There is no communication through
B Somewhat different layers of the staff. Everything is rumors and word of mouth in the ferry line. If you were a for profit business you wouldn’t six
Dissatisfied months.Very Dissatisfied
“Frequently, when alerting that sailings are canceled due to crew shortages, there is no hint that alternative to getting home to Friday Harbor are
Net: 11% B Very Dissatisfied being worked on. (Since two sailings to Friday Harbor are the same.) Also, alerts by email are redundantly duplicated as often as not. Running late
15% by 22 minutes is no big deal in the San Juan runs--especially when the alert tells us to check the vessel watch which has that information in real
4% time. Lastly, the terminology is inconsistent--sometimes the alerts refer to the #2 boat, sometimes the Samish, and sometimes the 12:05 sailing.”
Very Dissatisfied

Total (n=3,119)

Q132. How satisfied are you with the efforts of Washington State Ferries to communicate information you need to know (including schedule changes, general ferry topics, etc.)?
Q133. Why do you say you are [RECALL ANSWER BASED ON Q132] with WSF’s efforts regarding communicating the things you need to know such as schedule changes, general ferry topics, service responses, etc.?
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WSF Communication

The WSDOT/WSF app remains the most preferred way to receive WSF communications, holding steady at 52% in 2026. Preference for alerts via
phone or email continues to decline. The Ferry Friend app saw the most notable increase, rising to 14% in 2026 from only 5% in 2025.

Preferred Ways To Receive WSF Communication

e 2
52%

————————————— 50 %

Through WSDOT/WSF App

Posted On WSDOT/WSF Website

*Instagram added to Facebook option.
Prior year results are not directly
comparable.

Rider Alerts To My Phone
Rider Alerts To My Email
Ferry Friend App
Facebook/Instagram*

WSF Newsletter Emailed To Me E
9% H 2026 Winter (n=3,119)

Press Releases 7% 2025 Winter (n=3,202)

49 2024 Wi =3,791
Public Meetings 3%3 0 inter (n=3,791)

0,
Other ! fll‘y/g

Don’t Know/Doesn’t Matter 3%

Bluesky and X (formerly Twitter) 1% each in 2026.

Q137. How would you prefer to receive information from Washington State Ferries (schedule changes, service updates, etc.)?
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Using WSF Website

Nearly three in four riders (74%) used the WSF website between January and March 2026, consistent with 2025 and down from previous years.
Of those, 71% say they were satisfied with their experience, (down from 74% in 2025), while dissatisfaction remained steady at 8%.

Used WSF Website Experience Using Website

Very Satisfied
46%
Satisfied 47%
Yes, used 46%

Website
74%

Neither Satisfied nor
Dissatisfied

6%
6%
9%

M 2026 Winter (n=2,452)
M 2025 Winter (n=2,523)
M 2024 Winter (n=3,069)

Dissatisfied

Very Dissatisfied

Q90. During the January through March 2026, have you for any reason used the WSF website?
Q91. (ASKED OF WEB USERS ONLY) How satisfied were you with your experience using the WSF website?
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Reasons for Dissatisfaction with Website

Among riders dissatisfied with the WSF website, misleading information and poorly organized or difficult-to-navigate pages are commonly cited
reasons. Dissatisfied riders point to inaccurate real-time data, difficulty navigating - especially on mobile - and unreliable wait time and space
availability information.

Reasons for Being Dissatisfied with WSF Website Reasons for Dissatisfaction
60% Misleading Information
“The number of available car sites is not correct. | leave my house with 140 spots left only to find there is
an hour wait when | arrive 10 minutes later! | can be at the terminal and in the lot and read that there
51% are open spots when it’s obvious there are not.”

Misleading Information

Poorly Organized / Difficult Web Pages

. “Does not have current information - should be real time. With technology we have available this is a
56% horrible experience... | make decisions based on the website or app, and it is INACCURATE!”

. Poorly Organized / Difficult
Reservation System Problems yore /
“The WSF website is long outdated, cumbersome, and difficult to navigate unless you're a long-time user,

as | am. | have no problem with it, but it's only after long experience. Not user-friendly for newcomers.”

“The website is not setup for mobile browsing. Text is difficult to read. Real time sailing data is rarely
available on the website.”

m 2026 Winter (n=205) “hard to find up to date wait times and alerts”

M 2025 Winter (n=194) Reservation/Purchase Issues

“The WSF website consistently fails to provide actionable information about ferry status, and the
Reservation system has had an unacceptable bug in it for nine years now that remains unfixed.”

Camera

Online Ticket Purchase Issues

Bad Wait Time / Space Available Information M 2024 Winter (n=335)

0,
14% Wait Time/Space Available Information
Creating Account Problems NOTE: Additional . Itis v.ery d/ff/cul't to navigate to thelpages Iprefe.r —.real t/me; boarding statuses are.’ sq helpful, but its
: itional comments very difficult to find the page. There's a lot of static information (rates, average wait times) that pop up
associated with each of these far more easily, then | can't get to the real time pages from there.”

issues can be found in the
verbatim Excel spreadsheet file
14% for this question. “I use it for the alerts and cameras. The cameras? especially in Mukilteo don’t give a good view of traffic
to see if there’s a backup. The alerts are always delayed and not accurate. Neither one serves the purpose

Q92. (DISSATISFIED WEB USERS) What specifically about your experience with the WSF website made you dissatisfied? ~ well”
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Thoughts on Vessel Age

Seven in ten riders say vessel age contributes at least somewhat negatively to schedule reliability.

K

Perceived Impact of Vessel Age on Schedule Reliability

B Not at all B Not really H Somewhat B A great deal

5% 15%

Net:

10% Don’t know 70%

“..Surely everyone knew that aging ferries would be less reliable. So don’t repeat
the mistakes of the past and plan for future growth now. - You’ve made some
improvements in reliability, but we need more ferries!...”

“We need more ferries in order to maintain reliable arrivals and departures.
Ferries are the same as roads, they need to be maintained.”

“Our ferry system desperately needs an overhaul of new ferries and more
employees. | know this isn't news and some state reps are working hard on this.
Our state needs the ability to build and maintain the ferries here. | let my reps
know this.”

“I worry that the age of the ferries will negatively affect WSF system and the
future availability of transportation services. We depend on the ferries to provide
transport to medical care. If the old ferries are not maintained and replaced as
needed, we will face increased disruptions in service similar to that caused by
repairs needed to the Kennewick. It is almost impossible to predict when to get
to the ferry terminal for on time arrival at appointments.”

“WA ferries are vital to the state and must be supported! We need new boats in
the pipeline! | can see the crews are doing their best to cope with staffing and
budget challenges. It is very appreciated!”

QN39: Do you feel the age of Washington State Ferries vessels contributes negatively to schedule reliability?
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What Riders Enjoyed Most on Their Ferry Ride

Riders most commonly cite the scenic views, friendly and efficient crew, and the relaxing nature of the ride as highlights of their ferry experience. Many *
comments also reflect appreciation for WSF staff and their efforts to keep things running smoothly despite the challenges of operating a large ferry system.

boarding
destination “My family and | took a spur of the moment trip up the peninsula to the ferry at Kingston. We were able to get on the ferry,
re IﬂXl n g no reservations needed and see the sunset behind us as we crossed to Edmonds. It was relaxing and beautiful.”
.\all:lr-;
EENmina :|L|"'k
sched |Ie fElEIHm“ “It’s the best way to commute in the entire world. Our system isn’t perfect, but it is actually pretty
driving rl d e bEﬂUtlfU' great. | love the freedom to walk around. Use the restroom grab a snack. And the view can’t be beat”

drive |- 11U Cbeautiiu
b;:'f"n;g; ho M€ friendly

------- s “The crew is efficient in loading and unloading the ferry. This ensures on time schedules are met. The WSF has managed many

arrived
C%I’.b t Staffeﬂ' icient . obstacles to keep traffic moving.”

clean sy

snlllng

Pt wound . 4 dﬂ ili
R yr aility “Felt lucky to live in a beautiful place and to be able to use the ferry for transportation.
iegtﬁiliﬁ{ tl'lp It was a mostly sunny day and | could be out on the deck watching the Seattle skyline.”
anjoying
galley et
TErCe Flrll|
“F'E_:; . deparies “How seamless it was. | walked on after tapping my ORCA card and got right off. Super easy!”
service
:':::W “My children always enjoy the ferry ride, especially going out on the deck.”
l"m""rlclu 0 t people
aeant ,.,,ngwﬂ e Soynd “The fact that | could rest my eyes and just relax a bit.”
B
S cene ry “I always enjoy the super efficient, knowledgeable, and friendly staff. Their training is obvious, they seem to know just what to do to
time departure handle any situation. | feel safe, secure & trust I'll get where I'm going. Thank You!”
comforiade
baautiful viswe
QN6: What is one thing you enjoyed the most about your ferry ride? NOTE: Verbatim responses can be found in the Excel spreadsheet file for this question.
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Additional Thoughts Regarding WSF ’

When asked for additional thoughts regarding the ferry system, terminal issues (37%) and schedule improvements (27%) are the most common areas
for feedback, though schedule comments have declined compared to last year. Fare issues have increased significantly, now cited by one in four
comments (25%), while employee and staffing comments have declined significantly over the past two years.

Additional Thoughts Regarding the Ferry System
(5% or greater mentions in 2026 shown)

37% T pm .
[ 6% Terminal Issues comments

Terminal Issues
———————————————————————————————————————————————————————————————————————— 3 (| %0

27% have increased significantly.
Better Schedule Issues | ——————————— 0 ]y 330, gnificantly.

e ———————————————————————————————————————————————— 3 0%

25%
Fare Issues E # /90 ° *Fare Issue comments have
0
9 Increased significantly.
(o]

o)

Reservation Issues
% M 2026 Winter (n=1,215)
Loading / Unloading Issues E 12%

10/01 1% M 2025 Winter (n=1,016)
aintenance Issues 12% w2024 Winter (n=1,556)

0,

Galley Issues Esos%/’

(o]

0,

Communication Issues |—_07) *Employee/Staffing comments
e 69 ; L
6% have declined significantly.

0/ dl
Walk on Issues E/S%o" <
4%
Employee Issues o 19%
ploy g 33%

0,
Ferry Funding Issue B 5?2%)

10% Don’t know
Q111/112. Do you have any additional thoughts regarding the ferry system you would like to share?
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Appendix A —
Additional Detailed Findings
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Ridership

The Seattle/Bainbridge route maintains its top position, rising slightly to 38% in 2026. Edmonds/Kingston also increased up to 34%, while Mukilteo/Clinton held
steady at 22%. Ridership on most other routes remained relatively flat over the past three years, with Seattle/Bremerton showing the most notable significant
increase, up from 8% in 2024 to 12% in 2026.

Overall Ridership

(multiple routes mentioned)

38%

37%

Seattle/Bainbridge (n=895)
Edmonds/Kingston (n=827)

Mukilteo/Clinton (n=695)

Fauntleroy/Vashon (n=304)
Coupeville/Pt. Townsend (n=381)
Seattle/Bremerton (n=280)
Anacortes/San Juan Islands (n=843)
Point Defiance/Tahlequah (n=217)

Fauntleroy/Southworth (n=180) m Winter 2026 (n=3,119)

Winter 2025 (n=3,202)
M Winter 2024 (n=3,791)

Southworth/Vashon (n=126)
San Juan Interisland (n=204)

Q2. Which of the following route(s) have you ridden for any purpose January through March 2026? [CHECK ALL THAT APPLY]
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Most Recent Trip — Route

One in four riders (26%) say Seattle/Bainbridge was their most recently ridden route, while about one in five (19%-20%) cite Edmonds/Kingston or
Mukilteo/Clinton. Responses have remained steady over the three years.

Most Recent Trip Route

Seattle/Bainbridge
Edmonds/Kingston
Mukilteo/Clinton
Fauntleroy/Vashon
Anacortes/San Juan Islands
Seattle/Bremerton

Point Defiance/Tahlequah

M 2026 Winter (n=3,119)
Fauntleroy/Southworth

2025 Winter (n=3,202)
Coupeville/Port Townsend

M 2024 Winter (n=3,791)
Southworth/Vashon

San Juan Interisland

Q13. Now focusing in on your most recent ferry trip, what was the route that you rode? (Question used in weighting data to reflect actual traffic count by route during winter period)
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Ridership Route Comparison

Seattle/Bainbridge, Edmonds/Kingston, and Mukilteo/Clinton dominate both overall and most recent ridership, together accounting for the majority of system use.

Overall Ridership vs. Most Recent Route
(multiple routes mentioned for overall)

— 38%
Seattle/Bainbridge (n=895) 26% ’

. J— 34%
Edmonds/Kingston (n=827) 20%
— 22%
Mukilteo/Clinton (n=695) 19% 0

13%

Fauntleroy/Vashon (n=304) 8%

12%
Coupeville/Pt. Townsend (n=381) >
12%
Seattle/Bremerton (n=280)
11%
Anacortes/San Juan Islands (n=843)
10%

Point Defiance/Tahlequah (n=217)

Fauntleroy/Southworth (n=180)
® Overall Ridership

Southworth/Vashon (n=126)
Most Recent Route
San Juan Interisland (n=204)

Q2. Which of the following route(s) have you ridden for any purpose January through March 20267 [CHECK ALL THAT APPLY]
Q13. Now focusing in on your most recent ferry trip, what was the route that you rode? (Question used in weighting data to reflect actual traffic count by route during winter period)
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Route Ridden Most Frequently Same As Most Recent Route

The most recent route taken continues to be the route ridden most frequently across all routes, particularly for Anacortes/San Juan Islands (99%) and
Mukilteo/Clinton (96%).

Route Ridden Most Recently Same as Most Frequent Route

Anacortes/San Juan lslands 98% Most common cross-over routes:

Mukilteo/Clinton
96%  Anacortes/SJl and San Juan Inter-Islands

Seattle/Bremerton .
/ * Fauntleroy/Vashon and Point

Defiance/Tahlequah and Southworth/Vashon
Fauntleroy/Southworth

* Coupeville/Pt. Townsend and Mukilteo/Clinton

Seattle/Bainbridge
» Seattle/Bainbridge, Southworth/Vashon,

Fauntleroy/Vashon Seattle/Bremerton and Edmonds/Kingston

Edmonds/Kingston

Point Defiance/Tahlequah

M 2026 Winter

San Juan Interisland (n=3,119)
2025 Winter
Coupeville/Pt Townsend (n=3,202)
2024 Winter
Southworth/Vashon (n=3,791)
33%
Q13B. Which route did you ride most often during the January to March 2026 period? Note: Question added in 2022.
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All Riders — Dissatisfaction by Attribute Change from Past Year

Dissatisfaction declined slightly on two and increased slightly on six
of the thirteen comparable attributes. There were no statistically

significant changes in either direction.

Dissatisfaction decreased on:

* Terminal to vessel passenger walkway is comfortable and safe
*  Ferry passenger seating areas are clean and comfortable

Two most notable increases in dissatisfaction:
*  WSF makes buying tickets easy and quick

*  WSEF sailing schedule is adequately coordinated with transit

services

Dissatisfaction was unchanged on five attributes:

* Bathrooms on the ferries are clean and well maintained
*  WSEF efficiently processes vehicles through ticket lanes
*  WSF provides easy loading and unloading for walk-on

passengers

*  WSF vessel crew are helpful, competent and knowledgeable
*  WSEF toll booth staff are friendly, courteous and polite

Note: 21 attributes were measured in 2026, however due to question
wording updates, only 13 are directly comparable to 2025 and 2024.

Attributes

The terminal to vessel passenger walkway is comfortable and safe

Dissatisfaction (1-2)

2026

4%

2025

5%

Change

-1%

2024

8%

Ferry passenger seating areas are clean and comfortable

3%

4%

-1%

4%

Bathrooms on the ferries are clean and well maintained

6%

6%

8%

WSF efficiently processes vehicles through ticket lanes

6%

6%

7%

WSF provides easy loading and unloading for walk-on passengers

5%

5%

7%

WSF vessel crew are helpful, competent and knowledgeable

3%

3%

6%

WSF toll booth staff are friendly, courteous and polite

2%

2%

3%

There is adequate parking near the terminals 28% 27% +1% 32%
WSF vessel crew are friendly, courteous and polite 3% 2% +1% 7%
WSF has on-time/dependable departures 25% 24% +1% 41%
WSF has on-time/dependable arrivals 24% 23% +1% 38%
WSF makes buying tickets easy and quick 5% 3% +2% 5%
WSF sailing schedule is adequately coordinated with transit services 14% 12% +2% 18%
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Dissatisfaction

Dissatisfied Winter Riders — Dissatisfaction by Attribute vs. Tota ‘IF‘
M Very Dissatisfied M Somewhat Dissatisfied

WSF has on-time/dependable departures 56% 25% +31%
. . Lo . WSF has on-time/dependable arrivals 54% 24% +30%
Riders dissatisfied with WSF overall ; ) | S5 285 o
. . . . Adequate parking near terminals +3%
tend to express higher dissatisfaction ° °
across most individual attributes. WSF and transit schedules coordinated 25% 14% +11%
Vehicle loading procedures efficient with adequate spacing 20% 10% +10%
By far, dissatisfied riders continue to Vehicle loading/unloading crews provide clear directions 17% 9% +8%
be the most unhappy with on-tlme/ Efficiently processes vehicles 12% 6% +6%
dependable departures (56%) and
. o Vehicle loading/unloading crew is friendly 11% 6% +5%
arrivals (54%) — 31 and 30 percentage
pomts hlgher than all riders’ Bike loading/unloading crew friendly 11% 2% +9%
dissatisfaction, respective|y_ Passenger loading/unloading efficient 10% 6% +4%
Terminals are comfortable and clean 10% 4% +6%
Other areas of highest dissatisfaction Buying tickets easy and quick 9% 5% +4%
include parking availability (31%) and
. P . g_ . y ( 0) Easy loading/ unloading for walk-on 9% 5% +4%
coordination with transit schedules
. F bath | 9 9 9
(25%), 3 and 11 percentage points erry bathrooms are clean 8% 6% 2%
higher than all riders’ dissatisfaction, Vessel crew s friendly 8% 3% +5%
respectively. Bike loading/unloading efficient 7% 3% +4%
Bike loading/unloading crews provide clear directions 7% 7% =
Vessel crew is helpful 7% 3% +4%
Note: In 2026, some attribute wording was updated. Toll booth staff s friendly 6% 2% i
For example, vehicle loading and unloading were Passenger seating areas are clean 5% 3% +2%
combined into a single attribute. i )
Terminal to vessel walkway is safe 5% 4% +1%
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Summary of Attribute Dissatisfaction by Rider Type

Dissat.

GolegGade: (Extremely/  Vehicle Driver VLD UEEG Foot Passenger
T E e Light (10-19%)MMedium (20-29%)BHeavy (>30%) v Passenger (NET) &
somewhat)

Number of Respondents Varies by Question (Max n Size Shown) 3119 2010 550 2560 559
There is adequate parking near the terminals 28% 36% 31% 34% 18%
WSF has on-time/dependable departures 25% 27% 24% 26% 22%
WSF has on-time/dependable arrivals 24% 26% 23% 25% 21%
WSF sailing schedule is adequately coordinated with transit services 14% 14% 13% 14% 14%
WSF vehicle loading procedures are efficient and allow for adequate room between vehicles 10% 11% 9% 10% 7%
WSF vehicle loading and unloading crews provide clear directions and/or hand signals 9% 10% 9% 9% 7%
WSF bike loading and unloading crews provide clear directions and/or hand signals 7% 3% 19% 7% 7%
Bathrooms on the ferries are clean and well maintained 6% 6% 4% 5% 8%
WSF efficiently processes vehicles through ticket lanes 6% 8% 3% 6% 3%
WSF vehicle loading and unloading crew are friendly, courteous and polite 6% 6% 5% 6% 5%
WSF walk-on passenger loading and unloading procedures are efficient 6% 5% 6% 6% 6%
WSF provides easy loading and unloading for walk-on passengers 5% 7% 6% 6% 3%
WSF makes buying tickets easy and quick 5% 6% 4% 5% 2%
The terminal to vessel passenger walkway is comfortable and safe 4% 4% 6% 5% 2%
Terminals are comfortable, clean and well maintained 4% 5% 3% 5% 3%
WSF bike loading and unloading procedures are efficient 3% 3% -- 2% 4%
Ferry passenger seating areas are clean and comfortable 3% 2% 2% 2% 4%
WSF vessel crew are helpful, competent and knowledgeable 3% 5% 3% 4% 0%
WSF vessel crew are friendly, courteous and polite 3% 4% 4% 4% 1%
WSF bike loading and unloading crew are friendly, courteous and polite 2% 4% -- 3% 1%
WSF toll booth staff are friendly, courteous and polite 2% 3% 1% 2% 2%
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Summary of Attribute Satisfaction by Rider Type

Crew friendliness, helpfulness, and staff courtesy drive the highest satisfaction scores systemwide, with most attributes in this group reaching 80% or
above. Parking, on-time performance, and transit schedule coordination sit at the bottom, mirroring the dissatisfaction findings. Foot passengers
consistently rate bike loading procedures and crew interactions higher than vehicle riders.

Satisfaction

Color Code: Vehicle
Satisfaction , , (SE:::"T:?;{ Driver & Passenger Foot Passenger

Number of Respondents Varies by Question (Max n Size Shown) n3119 n2560 n559
WSF vessel crew are friendly, courteous and polite 89% 87% 93%
WSF toll booth staff are friendly, courteous and polite 89% 90% 87%
WSF vessel crew are helpful, competent and knowledgeable 88% 86% 93%
WSF bike loading and unloading procedures are efficient 87% 78% 95%
Ferry passenger seating areas are clean and comfortable 86% 86% 85%
WSF bike loading and unloading crew are friendly, courteous and polite 83% 73% 92%
WSF efficiently processes vehicles through ticket lanes 82% 82% 83%
WSF provides easy loading and unloading for walk-on passengers 82% 80% 87%
WSF makes buying tickets easy and quick 82% 82% 85%
WSF bike loading and unloading crews provide clear directions and/or hand signals 81% 73% 89%
WSF walk-on passenger loading and unloading procedures are efficient 81% 79% 84%
Terminals are comfortable, clean and well maintained 80% 78% 82%
Bathrooms on the ferries are clean and well maintained 79% 80% 76%
The terminal to vessel passenger walkway is comfortable and safe 79% 76% 84%
WSF vehicle loading procedures are efficient and allow for adequate room between vehicles 75% 74% 82%
WSF vehicle loading and unloading crew are friendly, courteous and polite 75% 74% 83%
WSF vehicle loading and unloading crews provide clear directions and/or hand signals 72% 71% 79%
WSF has on-time/dependable arrivals 50% 50% 50%
WSF has on-time/dependable departures 48% 48% 50%
WSF sailing schedule is adequately coordinated with transit services 43% 40% 48%
There is adequate parking near the terminals 40% 35% 48%
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Service Priorities by Rider Type and Trip Purpose

On-time, dependable departures and arrivals is the most important attribute to riders overall, scoring about 40% higher than increased frequency of
sailings. Non-discretionary riders place significantly greater importance on on-time performance and sailing frequency than discretionary riders.

Non-discretionary trips are those riders take out of necessity, such as work commuting or medical appointments.
Discretionary trips are those taken by choice, such as recreation, visiting family or friends, or shopping.

Green=Significantly higher/ Red=Significantly lower than other group. Rider Type Trip Purpose
_ . Vehicle Foot/Bike/Transit Non- . .
Top Tier: Service/Features of Importance Total (NET) T Discretionary Discretionary
3119 2560 559 1752 1367

@ On-time/dependable departures and arrivals 13.9 14.0 13.5 14.2 13.6

A Incomes >575K (14.2 vs. 12.8)

The price of riding the ferry is kept affordable 11.7 11.9 11.1 11.7 11.7

e

A Incomes <575K (13.3vs. 11.2)

9.6 9.3 9.7 9.4

@ Real-time trip updates (ETAs, delays, load status etc.)
W Incomes <575K (8.9 vs. 9.8)

MIncreasedfrequencyofsailings 9.2 9.0 9.5 8.9

WV Incomes <575K (8.2 vs. 9.4)

These results are based on the service priority exercise. The scores are shown on a probability scale where all the attribute s have positive values totaling ‘100’. As these scores are ratio scaled, the results can be interpreted as

an item with twice the score being twice as important.
AV Significantly higher/lower than other income group.

WSTC FROG - 2026 WSF Winter Ferry Performance Study 61



Service Priorities by Rider Type and Trip Purpose

Comfort and cleanliness of vessel and terminal waiting areas, along with ease of getting to and from the terminal, are priorities across all rider types,
though foot, bike, and transit passengers place significantly greater importance on both, while vehicle riders place significantly greater importance on ease
of booking and securing reservations.

Green=Significantly higher/ Red=Significantly lower than other group. Rider Type Trip Purpose
A . Vehicl F Bike/Transi Non- . .
Mid Tier: Service/Features of Importance Total (ilElfl:')e oo;lasls::‘g:r sit Discrec:ionary Discretionary
3119 2560 559 1752 1367
<> . : "
< Comfort and cleanliness of vessel and terminal waiting areas 71 7.0 7.6 7.0 7.2
¢
% . . . .
— Ease of getting to and from the ferry terminal (parking, public
ﬁ Staff is helpful and friendly — 6.8 6.9 6.9 6.7
*@ Getting a reservation when you need one 6.9 5.8 6.5 6.8
Ease of booking and paying for your trip 6.7 6.0 6.5 6.6
Low-income riders receive discounted fares 6.3 6.3 6.1 6.5

A Incomes <S75K (7.8 vs. 5.8)

AV Ssignificantly higher/lower than other income group.
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Service Priorities by Rider Type and Trip Purpose

Foot, bike, and transit passengers place significantly greater importance on onboard space to relax/enjoy the view, space and amenities for working, and
food and beverage availability, though food and beverage availability ranks lowest across all rider types.

Green=Significantly higher/ Red=Significantly lower than other group.

Rider Type Trip Purpose
Bottom Tier: Service/Features of Importance UEIIEE | [FeehEl G EEL . No_n- Discretionary
Total (NET) Passenger Discretionary
3119 2560 559 1752 1367

Onboard space to relax or enjoy the view 5 54 6.0 5.2 5.8

~
- Onboard space and amenities for working (tables,
Y outlets, WiFi etc.) 4.7 6.0 5.0 4.9
A Incomes >575K (5.1 vs. 4.7)
e Availability of food and beverage service onboard 4.7 5.8 4.8 4.9

> 13
© o
o

i

A Incomes >S75K (5.1 vs. 4.7)

AV Significantly higher/lower than other income group.
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Service Priorities by Most Frequent Route

On-time performance is the top priority across all routes, particularly for Anacortes/SJl, San Juan Interisland* and Mukilteo/Clinton riders. Affordable
pricing is more important to Edmonds/Kingston and Fauntleroy/Southworth riders. While real-time trip updates ranks third systemwide, several routes
place greater importance on increased sailing frequency, most notably Fauntleroy/Vashon and Seattle/Bremerton.

Green=Significantly higher/ Red=Significantly lower than 3 or more routes. Most Frequent Route Ridden

SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ sou/ PTT/ MUK/ ANA/ INTER
BAIN BRE TAH KIN VAS SOu VAS cou CLI SJI SJI
584 181 93 447 191 99 14* 96 602 768 44*

Top Tier: Service/Features of Importance

Total
3119
@ On-time/dependable departures and arrivals 14.1 12.9 14.5 13.4 14.2 141 12.6 11.2 14.6 14.3 15.3
&
/@7 The price of riding the ferry is kept affordable 11.7 11.4 11.2 11.8 12.5 11.8 12.6 12.5 10.7 12.1 10.3 10.0

@ Real-time trip updates (ETAs, delays, load status etc.) 9.9 8.6 10.7 9.5 9.6 9.3 10.7 8.4 10.0 8.4 7.6

M Increased frequency of sailings

8.5 11.3 10.0 8.8 11.2 10.1 9.1 8.9 8.5 9.2 9.3

These results are based on the service priority exercise. The scores are shown on a probability scale where all the attribute s have positive values totaling “100’. As these scores are ratio *Caution small sample size.
scaled, the results can be interpreted as an item with twice the score being twice as important.
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Service Priorities by Most Frequent Route

Comfort and cleanliness of vessel and terminal areas is notably more important to San Juan Inter-Island* and Seattle/Bainbridge riders. Securing a
affordability of riding, frequency of sailings, and real-time updates).

Mid Tier: Service/Features of Importance

W Comfort and cleanliness of vessel and terminal
¢

waiting areas
I/

Total

reservation when needed stands out for Anacortes/SJl, Port Townsend/Coupeville, and San Juan Inter-Island* riders (where it is more important than
Green=Significantly higher/ Red=Significantly lower than 3 or more routes.
3119

Most Frequent Route Ridden

SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ sou/ PTT/ MUK/ ANA/ INTER

BAIN BRE TAH KIN VAS SOouU VAS cou CLl SI SJI

584 181 93 447 191 99 14* 96 602 768 44*
7.7

Ease of getting to and from the ferry terminal
(parking, public transportation connections, etc.)

ﬁ Staff is helpful and friendly

*@ Getting a reservation when you need one

7.3 6.8 7.1 6.4 7.2 6.9 7.0
7.4 7.4 6.7

III ~ .
O N .

6.7 6.5 8.2
6.7 7.7 6.9 6.7 6.7 7.0 54 5.1
6.5 6.3 7.6 6.9 6.9 7.2 7.0 6.9 7.0 6.4 6.6
5.6 5.1 5.2 6.5 4.8 5.5 6.9
‘ftﬂ Ease of booking and paying for your trip 6.5 6.0 5.9
% Low-income riders receive discounted fares

12.3 6.8 12.4 10.7
6.5 6.5 5.5 6.1 6.5 7.9 6.9 7.5 7.6
6.3 5.9 59 6.5 6.7 6.3 6.1 7.2 59 6.6 59 5.5

*Caution small sample size
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Service Priorities by Most Frequent Route

Seattle/Bremerton riders place significantly greater importance on onboard working space than most routes, while food and beverage availability ranks
lowest overall, though Seattle/Bainbridge and Seattle/Bremerton riders place the greatest importance on it.

Green=Significantly higher/ Red=Significantly lower than 3 or more routes. Most Frequent Route Ridden

. . SEA/ PTD/ EDM/ FAU/ FAU/ sou/ PTT/ ANA/ | INTER
Bottom Tier: Service/Features of Importance Total e G o e o = B
93 447 191 99 14* 96

3119 584 181 602 768 44%

Onboard space to relax or enjoy the view 58 60 49 58 53 52 54 55 51 48 53

—
SR Onboard space and amenities for working (tables,
| Y] outlets, WiFi etc.) 5.8 7.0 4.1 4.5 4.5 4.6 5.1 4.0 4.2 4.7 4.7

Availability of food and beverage service onboard 54 5.1 4.6 5.0 4.6 5.0 3.6 4.5 4.3 4.3 4.1

i

*Caution small sample size.
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On Time Departures

Winter 2026 dissatisfaction with on-time departures was similar to 2025. However, there were notable changes at the route level. Dissatisfaction rose on the San Juan Inter-
Island and Seattle/Bremerton routes (up 33 and 13 percentage points, respectively) and improved on the Fauntleroy/Vashon (down 13 percentage points), Point
Defiance/Tahlequah (down 12 percentage points), and Fauntleroy/Southworth (down 8 percentage points).

Overall, about one in four riders are dissatisfied with on-time departures, with dissatisfied riders most often reporting issues in both eastbound and westbound directions.

Ratings on a 5-point scale TOTAL SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ sou/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE TAH KIN VAS SOouU VAS cou CLI SJI Sl

departures Dissatisfied (1-2) 25% 28% 18% 29% 16% 33% 29% 20% 10% 29% 31% 50%
2025 Dissatisfied 24% 31% 5% 41% 8% 46% 37% 37% 7% 24% 23% 17%

Change Dissatisfied +1% -3% +13% -12% +8% -13% -8% -17% +3% +5% +8% +33%

@ *Caution small sample size.

Among those dissatisfied on each route,| SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ sou/ PTT/ MUK/ ANA/ INTER
which direction was unsatisfactory BAIN BRE TAH KIN VAS SOouU VAS cou CLI SJI Sl

]

Eastbound 11% 22% 5% 13% 5% 7% 8% 3% 6% 7% 6%

—' Westbound 8% 3% 2% 9% 1% 21% - 6% 6% 12% 7%
A

R — Both Directions ~ 71% 52% 81% 46% 87% 58% 66% 31% 80% 72% 61%

™ e Ny Always ontime  10% 22% 12% 31% 8% 13% 26% 61% 8% 9% 26%

*Caution small sample size.
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On Time Arrivals

Compared to the previous year, winter 2026 saw a similar amount of dissatisfaction with on-time arrivals. Overall, about one in four riders are dissatisfied with on-
time arrivals, with the highest levels on the San Juan Inter-Island and Fauntleroy/Vashon routes, the latter remaining among the highest despite a notable
improvement.

Dissatisfaction rose most on the San Juan Inter-Island (up 18 percentage points) and Seattle/Bremerton (up 12 percentage points) routes, while the largest
improvements were on Southworth/Vashon* (down 25 percentage points) and Fauntleroy/Vashon (down 12 percentage points).

Ratings on a 5-point scale TOTAL SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ sou/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE TAH KIN VAS Sou VAS cou CLI SI SI

WSF has on-time/dependable Satisfied (4-5) 50% 46% 61% 43% 63% 40% 48% 41% 73% 44% 42% 36%
arrivals Dissatisfied (1-2) 24% 28% 16% 31% 14% 32% 29% 12% 8% 27% 29% 41%
2025 Dissatisfied 23% 30% 4% 39% 8% 44% 38% 37% 5% 23% 22% 23%

Change Dissatisfied +1% -2% +12% -8% +6% -12% -9% -25% +3% +4% +7% +18%

@ *Caution small sample size.

Among those dissatisfied on each route,| SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ sou/ PTT/ MUK/ ANA/ INTER
which direction was unsatisfactory BAIN BRE TAH KIN VAS SOouU VAS cou CLI SJI Sl

]

0
e e | o | v | w [ @ | | o | v | | w0 |

Eastbound 7% 9% 8% 10% 4% 10% 7% 1% 2% 6% 5%

—' Westbound 8% 4% -- 8% 2% 13% -- 5% 9% 12% 9%
AT

R — Both Directions ~ 75% 53% 82% 53% 86% 60% 62% 34% 81% 74% 59%

™ ™ Ny Always on time 10% 35% 10% 29% 8% 18% 31% 60% 8% 8% 27%

*Caution small sample size.
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Sailing Schedule Coordinated with Transit

Overall, one in seven riders (14%) are dissatisfied with schedule coordination with transit services. Dissatisfaction increased slightly across most routes in 2026, up
two percentage points overall, with the largest increase on Fauntleroy/Southworth* (up 11 percentage points). Dissatisfaction remains highest on the Anacortes/San
Juan Island and San Juan Inter-Island* routes, consistent with the previous year.

Ratings on a 5-point scale TOTAL SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ sou/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE TAH KIN VAS Sou VAS cou CLI SJI S

Respondents

WSF sailing schedule is adequately Satisfied (4-5) 43% 49% 43% 33% 41% 24% 31% 63% 45% 54% 23% 20%
coordinated with transit services

available at the terminal Dissatisfied (1-2) 14% 10% 20% 18% 11% 22% 18% 5% 9% 10% 34% 43%

2025 Dissatisfied 12% 9% 19% 15% 9% 20% 7% 18% 7% 10% 36% 36%

Change Dissatisfied +2% +1% +1% +3% +2% +2% +11% -13% +2% -- -2% +7%

*Caution small sample size.

Example of Verbatim Complaints among those Dissatisfied — (complete sorted verbatims in separate document)

Wait times for public transportation are always out of synch and require wait times after arrival that are sometimes problematic. This seems to be a long term problem

 — e that defies a solution.
Q-—’ Transit services are not coordinated with sailing times. Maybe if you are going to Friday harbor but not from Orcas or other islands.
} There is no easy was to get to the Edmonds ferry without a car from where | live in Northgate. The train doesn’t go there and the bus is inconsistent at best and very
difficult.

Does not seem coordinated at all. And with all the late ferries, one can't count on arriving at the expected time, so often have to take an earlier ferry, making the travel
long and uncomfortable
Most of the ferry terminals are older and outdated for adequate passenger/transit interface. Much can be done to make public transportation more efficient and safer for

foot passengers. This is bigger than WSF, but an issue that should be core to sustainability. We need to move more people out of personal vehicles and onto efficient, safe
public transit that is coordinated with where people need to go.
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Terminals Comfortable, Clean and Well Maintained

The majority (80%) of riders find terminals to be comfortable, clean, and well maintained, with only 4% expressing dissatisfaction in this area. Dissatisfaction is
highest on the San Juan Inter-Island* and Anacortes/San Juan Island routes, where riders most often cite uncomfortable seating, cleanliness concerns, and the
need for general upkeep and modernization.

Ratings on a 5-point scale TOTAL SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ SOU/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE KIN VAS (e(0]V) SJI Sl

Respondents m------n---

and well maintained Dissatisfied (1-2) 4% 4% 2% 2% 3% 6% 5% - 4% 2% 9% 25%

Question wording was updated in 2026; prior year results are not directly comparable. *Caution small sample size.

Example of Verbatim Complaints among those Dissatisfied — (complete sorted verbatims in separate document)

Ferry terminals are cold and seating is super uncomfortable. It is miserable being stuck at Fauntleroy for an hour (which can easily happen)

The Fauntleroy terminal is old, uncomfortable benches, limited seating, often times very cold, and closes now so there is nowhere to wait if you miss the
ferry back to Vashon Island.

Benches are uncomfortable. Bathrooms are awkward to get to and small when you have luggage. Not enough plugs to charge phones, etc.

The terminals (Anacortes and Friday Harbor) are small, dingy, dirty, crowded and need updating.

The bathrooms are old and need to have new floors! The carpeting in terminals are old and dank. Basic cleaning is missing.
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Adequate Parking Near Terminals

Systemwide, two in five (40%) walk-on riders are satisfied with the adequacy of parking near terminals, while about three in ten (28%) are dissatisfied. Dissatisfaction is
highest on the Fauntleroy/Vashon and Fauntleroy/Southworth* routes, where about half of riders are dissatisfied.

Ratings on a 5-point scale TOTAL SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ sou/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE TAH KIN VAS Sou VAS cou CLI SI SJI

There is adequate parking near the Satisfied (4-5) 40% 50% 40% 40% 42% 14% 21% 37% 45% 29% 56% 63%
terminals Dissatisfied (1-2) 28% 16% 27% 24% 28% 54% 48% 7% 22% 44% 16% 17%
2025 Dissatisfied 27% 20% 22% 30% 23% 49% 47% 9% 19% 43% 17% 14%

Change Dissatisfied +1% -4% +5% -6% +5% +5% +1% -2% +3% +1% -1% +3%

*Caution small sample size.

Example of Verbatim Complaints among those Dissatisfied — (complete sorted verbatims in separate document)

There is no good parking near the Seattle terminal and the parking lot for Bainbridge is in terrible physical condition with too small, poorly painted spaces
and way too expensive. There is also no option for less than 12 hours which is about double what | typically use so I'm paying extra for nothing. | appreciate
the upgrade to a payment app over the years, at least, but the rest is awful.

There is not enough parking in Mukilteo for family members to park, walk on, spend the weekend on Whidbey, walk on and go home. it’s expensive and
inconvenient for everyone concerned.

Too expensive. Parking for more than 2 nights and paying for a passenger ticket costs more than a car and driver fare. There is no incentive to walk on the
ferry if staying for longer than one day.

Vashon parking lot fills up quickly and there are almost NO parking options at Fauntleroy.

There's no parking at the Seattle terminal and even getting dropped off or picked up is challenging because there's not a defined pick-up area. Construction
across the street is not helping.

WSTC FROG - 2026 WSF Winter Ferry Performance Study 71



Easy Loading/Unloading for Walk-on

Dissatisfaction with loading and unloading among walk-on passengers remains low across most routes, with only 5% dissatisfied systemwide.
Fauntleroy/Vashon and Anacortes/SJI each saw a four percentage points increase, while the greatest improvement was on Seattle/Bremerton, with a seven

percentage points reduction in dissatisfaction.
Ratings on a 5-point scale T SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ sou/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE TAH KIN VAS Sou VAS cou CLI ] SJI

WSF provides easy loading and Satisfied (4-5) 83% 83% 93% 82% 84% 74% 83% 93% 99% 80% 72% 90%
unloading for walk-on passengers Dissatisfied (1-2) 5% 5% 2% 2% 6% 11% 5% -- - 3% 8% <1%
2025 Dissatisfied 5% 6% 9% 0% 3% 7% 6% 0% 3% 4% 4% 4%

Change Dissatisfied -- -1% -7% +2% +3% +4% -1% -- -3% -1% +4% -4%

*Caution small sample size.

Example of Verbatim Complaints among those Dissatisfied — (complete sorted verbatims in separate document)

Getting to the Mukilteo terminal from any walk-on option is tough. Icy stairs, elevators that don't work is not pedestrian friendly.

Port Townsend/Coolville is very dangerous for passengers during low tides especially. Edmonds/Kingston, and Bainbridge Island passenger ramps are steep

4
I'; and very dangerous for wheelchairs and disabled passengers.
J
|.l"-,- There are not a lot of spaces outside Edmonds terminal for someone to park to pick up disabled people.
Paint lines on the floor at the Seattle terminal in front of the turnstiles; the mob crush is insane and non-regular commuters have no idea where/how to
® . . . .
"‘ queue. Tourists regularly block load/unload Seattle-side to take pictures, slowing down load/unload
'_,_7-" On the Bainbridge side, the loading is RIDICULOUS. A fraction of the space is used to load and you have that horrible metal bar gate cutting down the entire
path. People line up nearly single file and you wind up with extremely long lines out the door! It’s not like that whatsoever on the Edmonds/Kingston route.
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Passenger Loading and Unloading Efficiency

Satisfaction with walk-on passenger loading and unloading efficiency is high, with about four in five (81%) riders satisfied systemwide and only 6% dissatisfied.

Ratings on a 5-point scale TOTAL SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ Sou/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE TAH KIN VAS SOuU VAS cou CLI SJl SJI
1451

WSF walk-on passenger loadingand  Satisfied (4-5) 81% 81% 88% 72% 86% 74% 81% 78% 86% 80% 76% 80%
unloading procedures are efficient  Dissatisfied (1-2) 6% 7% 5% 4% 5% 9% 5% 20% 4% 3% 6% 0%

Question wording was updated in 2026; prior year results are not directly comparable. . .
*Caution small sample size.

Example of Verbatim Complaints among those Dissatisfied — (complete sorted verbatims in separate document)

Seattle turnstiles are often out of service. More direction / staff is needed to help walk ons board and unload quickly for faster turnarounds at dock.

For the longest time, the SEA/BI route loaded and offloaded passengers from Slip 2 during rush hour, despite heavy foot traffic volumes. There was no clear
explanation for why Slip 1 wasn’t used. Because Slip 2 is narrower, boarding and disembarking took longer, which affected efficient and timely ferry
departures.

Getting cut off as a passenger while cars still load for another 5 minutes is frustrating and inconsiderate.

For some reason it takes longer for the ferry to dock and get the bridge lowered than it does in Seattle, or in Bainbridge. I've missed connecting
transportation multiple times because of this.

1. Delay boarding morning commuter boats, lots of standing and waiting between when unloading is completed and boarding begins. Wasted time out of
work day. 2. Use of rope in Seattle is silly, makes passengers feel like livestock. Most of the turnstiles don't work or don't work well, somewhat irritating.
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Passenger Walkway is Comfortable and Safe

Systemwide, only 4% of walk-on riders are dissatisfied with the passenger walkway. Dissatisfaction decreased on several routes, most notably Seattle/Bremerton (down seven
percentage points). Dissatisfaction is highest on the Fauntleroy/Vashon route at 10%, where riders most often cite safety concerns, steep ramps, and exposure to the elements.

Ratings on a 5-point scale TOTAL SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ Sou/ PTT/ MUK/ ANA/ INTER
BAIN BRE TAH KIN VAS SOuU VAS cou CLI SJI Sl

(1=low, 5=high)

The terminal to vessel passenger Satisfied (4-5) 79% 80% 88% 76% 81% 65% 83% 95% 81% 80% 71% 80%
walkway is comfortable and safe Dissatisfied (1-2) 4% 2% 1% - 7% 10% 5% 5% 1% 3% 6% 0%
2025 Dissatisfied 5% 5% 8% 0% 5% 8% 4% 0% 3% 4% 6% 4%

Change Dissatisfied -1% -3% -7% -- +2% +2% +1% +5% -2% -1% -- -4%

*Caution small sample size.

Example of Verbatim Complaints among those Dissatisfied — (complete sorted verbatims in separate document)

We’ve done so much work to remodel the walkway on Bainbridge, but we’ve left one section totally unchanged it narrows, creating a traffic jam, and does

not feel as safe or comfortable as the rest if the terminal and walkway.

| do not feel safe at night walking to my car after work. In Kingston. The walkway is cold and the bottom is sketchy.

A Bainbridge Island, Kingston, Edmonds, Port Townsend and Coolville are all good examples of dangerous, steep, ramps that are not safe for people with

limited mobility.
For a ferry service to operate in the Pacific Northwest and not have enclosed walkways, sometimes nothing at, just left people standing in the rain waiting

for your time to board is incomprehensible.

It can be freezing, and the angle of ascent is very steep when bringing luggage.
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Toll Booth Staff is Friendly

Systemwide, nine in ten riders are satisfied with the friendliness of toll booth staff, with just 2% dissatisfied, unchanged from 2025.

Ratings on a 5-point scale TOTAL SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ Sou/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE TAH KIN VAS SOuU VAS cou CLI SJl SJI

. Respondems| 084 | 514 | 154 | g7 | 48 | 181 ] 99 | 23" | 112 | 593 | 733 | 60

WSF toll booth staff is friendly, Satisfied (4-5) 89% 91% 91% 88% 89% 80% 83% 94% 97% 91% 90% 77%
courteous and polite Dissatisfied (1-2) 2% 2% 1% 1% 2% 3% 6% 6% 3% 2% 3% 6%
2025 Dissatisfied 2% 1% 4% 5% 2% 4% 1% 0% 2% 2% 3% 0%

Change Dissatisfied -- +1% -- -4% -- -1% +5% +6% +1% -- -- +6%

*Caution small sample size.

Example of Verbatim Complaints among those Dissatisfied — (complete sorted verbatims in separate document)

Ticket seller was rude, after she gave me a ticket that was cut off by her machine & because it didn’t have the barcode on it, she claimed that she couldn’t
give me a refund.

Some were friendly or others were not. The unfriendly ones should not be put in front of customers. Keep the unfriendly ones in the background. Ferry lines
are already long and ferries are often late, so being unfriendly leaves a sour taste to the customers.

The booth members are not there to assist in their mind, if there is a problem it is an inconvenience to them, and when you attempt to interact with them
sometimes you get a response, mostly you get ‘lane x’ regardless of you inquiry. Common politeness and courteousness are beyond these individuals.

Rude and condescending. Had to repeat myself several times. | have ridden the ferries since the 50s......getting a ticket and a reservation is getting more and
more difficult.

One of the staff in the Mukilteo side was argumentative when asked about the 3% fee for credit cards and actually started a heated argument.
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Buying Tickets is Easy and Quick

The majority (82%) of riders find buying tickets easy and quick, though dissatisfaction increased slightly by two percentage points systemwide compared to 2025.
Dissatisfaction rose most on the San Juan Inter-Island (up eight percentage points) and Point Defiance/Tahlequah (up five percentage points) routes.

Ratings on a 5-point scale TOTAL SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ sou/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE TAH KIN VAS SOou VAS cou CLI SI SI

. Respondems| 084 | 514 | 154 | g7 | 48 | 181 ] 99 | 23" | 112 | 593 | 733 | 60

WSF makes buying tickets easy and Satisfied (4-5) 82% 82% 84% 75% 85% 70% 86% 94% 96% 84% 82% 69%
quick Dissatisfied (1-2) 5% 5% 6% 7% 4% 5% 5% 2% -- 5% 5% 8%
2025 Dissatisfied 3% 2% 5% 2% 2% 8% 3% 6% 3% 2% 2% 0%

Change Dissatisfied +2% +3% +1% +5% +2% -3% +2% -4% -3% +3% +3% +8%

Example of Verbatim Complaints among those Dissatisfied — (complete sorted verbatims in separate document)

You have an app, but can’t easily buy or store tickets there. And if you buy at toll booth, you get a scrap of paper that’s way too easy to lose.

Please could you use the good to go pass to scan and charge on the lanes so we do not have to stop at the booth. As most vehicles have this, it would be
most convenient.

Paper receipts are antiquated and not required. Waiting for a paper receipt makes each transaction take longer.

Not having tap to pay has screwed me up a few times when | forget to bring a card.

Accountability matters. WSF makes billing mistakes and charges tickets to the wrong islands. Takes time out of our day to correct, and it's NEVER quick and
easy. Then we are FINED for the slightest mishaps we have.
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Efficiently Process Vehicles

The majority (82%) are satisfied with the efficiency by which vehicles are processed through ticket lanes. Dissatisfaction is highest on the Fauntleroy/Vashon route
at 17%, while the most notable improvement was on Point Defiance/Tahlequah, with a five percentage points reduction in dissatisfaction.

Ratings on a 5-point scale TOTAL SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ sou/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE TAH KIN VAS SOou VAS cou CLI SI SI

. Respondems| 084 | 514 | 154 | g7 | 48 | a8 ] 99 | 23" | 112 | 593 | 733 | 60

WSF efficiently processes vehicles Satisfied (4-5) 82% 83% 87% 85% 83% 64% 82% 81% 87% 84% 81% 68%
through ticket lanes Dissatisfied (1-2) 6% 4% 3% 4% 6% 17% 3% 6% 1% 5% 5% 9%
2025 Dissatisfied 6% 3% 5% 9% 4% 14% 7% 6% 0% 6% 4% 4%

Change Dissatisfied -- +1% -2% -5% +2% +3% -4% -- +1% -1% +1% +5%

*Caution small sample size.

Example of Verbatim Complaints among those Dissatisfied — (complete sorted verbatims in separate document)

Why on the first run of the day do we sit at the dock for 15 minutes before they start loading? Then when we get to Kingston the crew really isn’t too
worried about unloading and we are consistently late getting off.

Way, way, way, too much chatting (I know it's friendly) in times of tight schedules. Maybe the person in front of me in Clinton doesn't mind missing a boat
at the dock that isn't full, but I'd rather get through the booth instead of watching 15 cars pass through the other booth and get on the ferry. Come on...if
it's two or three minutes to sailing time, let's GO.

The ticketing booths do not process vehicles at the same rate. Some ticket sellers and customers are much slower than others. Also, cars are not evenly
distributed between the ticket booth lines when moving from the street to the booths. Come and sit in the lines and wait in line so you can see for
yourselves... it is a problem.

© aih

L

The orca card passengers take FOREVER messing with app on phone and then it for whatever reason doesn't work. Meanwhile, 20 cars go through the
booth and I've missed multiple sailings.

Electronic transponders should be employed to scan drive through vehicles that are frequent users and a separate lane should be provided for those
purchasing tickets at the booth.
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Vehicle Loading and Unloading Crew Friendly

Systemwide, three in four (75%) riders are satisfied with the friendliness and courtesy of the vehicle loading and unloading crew. Only 6% of riders are dissatisfied,
with the highest dissatisfaction on the San Juan Inter-Island route (14%).

Ratings on a 5-point scale totaL | SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ sou/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE KIN VAS cou cLI

Respondents -----m----m

WSF vehicle loading and unloading Satisfied (4-5) 75% 79% 77% 66% 79% 70% 65% 84% 79% 75% 68% 59%
crew are friendly, courteous, and
polite Dissatisfied (1-2) 6% 5% 4% 7% 5% 9% 9% 9% 6% 4% 6% 14%

Question wording was updated in 2026; prior year results are not directly comparable.
*Caution small sample size.

Example of Verbatim Complaints among those Dissatisfied — (complete sorted verbatims in separate document)

Unclear direction of deck crews, followed by more grumpiness and/or disinterest.

3 T

& They act as if it is an inconvenience to actually have to direct people as to where they are supposed to go. Not everyone knows what to do and no one

They give vague hand signals and then yell at you when you don’t understand and go to a different spot. Mostly this is an issue at Clinton/Mukilteo. Grumpy
and inexperienced employees. Port Townsend workers are always friendly and efficient. | have ridden the ferries for 65 years.

Their signals aren't clear, then they get mad at people who are confused.

knows specifically where they are to go when the drive onto the ferry as it is different each time. | know drivers can be rude and uncooperative but PLEASE
can’t the crews actually do more, like raise their arms up and maybe use more than just pointing a couple of fingers to direct people??!!

Sometimes loading crew is dismissive short and lacks common courtesy. Hand signals need to be clear and when they are not clear, it shouldn’t be an

automatic yelling at someone they need to be better trained or follow the training they’ve been given in hopes that that train provides consistency and
meets the expectations of drivers.
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Vehicle Loading Efficiency

While most (75%) riders are satisfied with vehicle loading efficiency and spacing, one in ten riders (10%) expressed dissatisfaction in this area. Dissatisfaction is
highest on the San Juan Inter-Island and Anacortes/SJI routes, at about one in four and one in five riders, respectively.

Ratings on a 5-point scale TOTAL SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ Sou/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE TAH KIN VAS SOuU VAS cou CLI SJI SJI

eonsens| e | s | e | w | s | s | e | o | | s | m | w0

WSF vehicle loading procedures are  gatisfied (4-5) 75% 79% 79% 61% 80% 63% 81% 69% 83% 80% 56% 50%
efficient and allow for adequate
room between vehicles Dissatisfied (1-2) 10% 7% 7% 15% 6% 18% 9% 18% 5% 8% 20% 28%

Question wording was updated in 2026; prior year results are not directly comparable. ] )
*Caution small sample size.

Example of Verbatim Complaints among those Dissatisfied — (complete sorted verbatims in separate document)

When loading the ferry, some of the loading staff leave long gaps between moving groups of cars onto the boat and make the loading very slow. | expect
that this slow loading affects the on-time performance, which is often late.

We have been forced into positions where it is impossible to exit the vehicle during the crossing. We have also been told to move up bumper to bumper
when the load is obviously one quarter of capacity. Crew does not pay attention to marked spots where cars are to stop to leave space for passengers to
walk safely.

& There seems to be no consistent method of loading cars onto the ferry. Often cars that are way behind me in the parking waiting lots get off first. That
' seems unfair.

There is no std operating procedures manual for loading / unloading. It’s totally up to the untrained person, disinterested loader. They yell at you if you try
to leave an inch to get out of your car.

©

Not efficient, I've been trapped in my car by too tight spacing. I've been forgotten on the upper deck and had to off-load myself.
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Vehicle Loading and Unloading Crews Provide Clear Directions

Systemwide, just under one in ten (9%) riders are dissatisfied with the clarity of directions and hand signals from vehicle loading and unloading crews. Dissatisfaction
is highest on the San Juan Inter-Island route, with about one in four (23%) riders dissatisfied.

Ratings on a 5-point scale TOTAL SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ sou/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE TAH KIN VAS SOou VAS cou CLI SI SI

Respondents| 2984 | 514 | 154 | &7 | 48 | 181 | 9o | 23" | 112 | 593 | 733 | 60

WSF vehicle loading and unloading Satisfied (4-5) 72% 77% 79% 63% 79% 54% 71% 50% 84% 71% 62% 62%
crews provide clear directions
and/or hand signals Dissatisfied (1-2) 9% 6% 7% 13% 7% 19% 6% 18% 4% 9% 13% 23%

Question wording was updated in 2026; prior year results are not directly comparable.

*Caution small sample size.

Example of Verbatim Complaints among those Dissatisfied — (complete sorted verbatims in separate document)

Vague hand gestures cause me to be confused. Sometimes | don't understand which lane I'm going to.

Unclear hand motions. A circling hand is not a clear signal. Then banged on the rear of our car to correct their mistake. Made another car back up out of a
lane and change lanes to correct their (employee) mistake.

x

~»

Unloading crews still need improvement when instructing when to start vehicles or unloading in a zig-zig pattern or every-other vehicle off load. Some crew
provide a small hand motions which are confusing or not visible to older adult drivers or tourists.

' They often point vaguely and yell if you don't understand which lane they want you in. They will also not tell you where they want you to stop (painted lines
a on deck) but not pay attention and then yell as they go by later that you aren't in the right spot.
There is no clear set of hand signals. You can tell what cars are local or not given the hesitancy when boarding the ferry. For example, on the interisland ferry
sometimes a driver is asked to drive around in a loop to end up facing the terminal they just boarded in their car. Multiple times | have watched people get

confused as the WSF employee waved the car on and pointed to where the car was supposed to end up and then got frustrated at the driver for being
confused and trying to enter the ferry from the wrong side.
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Bike Loading and Unloading Crew Friendly 3

The majority (83%) of bike riders are satisfied with the friendliness and courtesy of the bike loading and unloading crew (interpret route-level results with caution due
to small sample sizes).

Ratings on a 5-point scale TOTAL SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ SOU/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE KIN VAS sou cou CLI ] Sli

Respondents -----------

WSEF bike loading and unloading crew Satisfied (4-5) 83% 87% 73% 100% 94% 69% 13% 100% 100% 85% 54% 100%
are friendly, courteous, and polite Dissatisfied (1-2) 2% 4%

~ 1% ~ - ~ 4% ~
Question wording was updated in 2026; prior year results are not directly comparable.

*Caution small sample size.

Example of Verbatim Complaints among those Dissatisfied — (complete sorted verbatims in separate document)

More about where you put your bikes up with the rope is not convenient or what anybody wants to do with their bike.

—Z‘_E Q» Crew didn’t know why the order was changed for loading. Acted as though they couldn’t be bothered when asked.
—r

Not friendly.

They don’t care.
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Bike Loading and Unloading Efficiency

The majority (87%) of bike riders are satisfied with the efficiency of bike loading and unloading procedures (interpret route-level results with caution due to small sample sizes).

Ratings on a 5-point scale TOTAL SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ Sou/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE TAH KIN VAS SOuU VAS cou CLI SJI SJI

WSF bike loading and unloading Satisfied (4-5) 87% 89% 81% 100% 90% 85% 99% 100% 88% 85% 41% 100%
procedures are efficient Dissatisfied (1-2) 3% 5% -- 6% -- -- -- -- -- -- 4% --

Question wording was updated in 2026; prior year results are not directly comparable.
*Caution small sample size.

Example of Verbatim Complaints among those Dissatisfied — (complete sorted verbatims in separate document)

Bikes loaded out of order on recent trip; allowing walk on and cars first while bikers were out in the cold.

Crews are not consistent as to whether you can ride your bike on/off the ferry. The policy should be more consistent, or at least obvious. Seems to be
dependent on the crew.

@ — Often there is no space for bikes to get through from the rear of the vessel because of how the cars are jammed in, and then we can’t unload first. Also
M unload first.
—r

putting motorcycles in a big row in front of the bikes on the front of the vessel means the bikes can’t get out easily, again when bikes are supposed to

Lopez Island terminal employees probably are exceeding their rights in preventing cyclists from riding on the public road. Also, loading and unloading
would be faster if cyclists rode their bikes onto and off of the ferries.

Bicycles made to wait unnecessarily until the second
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Bike Loading and Unloading Crews Provide Clear Directions

The majority (82%) of bike riders are satisfied with the clarity of bike loading and unloading directions/hand signals (interpret route-level results with caution due to
small sample sizes).

Ratings on a 5-point scale TOTAL SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ sou/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE TAH KIN VAS SOuU VAS cou CLI SJI SJI

WSF bike loading and unloading Satisfied (4-5) 82% 87% 81% 100% 94% 65% 14% ~ 100% 85% 64% 100%
crews provide clear directions/hand
signals Dissatisfied (1-2) 7% 7% -- -- 5% 20% -- -- -- -- 4% --

uestion wording was updated in 2026; prior year results are not directly comparable. . .
Q g p priory y p *Caution small sample size.

Note: No respondents provided open-ended
% comments regarding their dissatisfaction with
this attribute.
—

WSTC FROG - 2026 WSF Winter Ferry Performance Study 83



Passenger Seating Areas Clean and Comfortable

The majority (86%) of riders find ferry passenger seating areas clean and comfortable, with just 3% dissatisfied systemwide. Among those dissatisfied, the Tacoma
vessel was most frequently cited for cleanliness and comfort concerns.

Ratings on a 5-point scale TOTAL SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ Sou/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE TAH KIN VAS SouU VAS cou CLI Sl SJI

The ferry passenger seating areas are Satisfied (4-5) 86% 84% 77% 93% 87% 91% 88% 97% 89% 91% 73% 75%
clean and comfortable (seating,

temperature, etc.) Dissatisfied (1-2) 3% 3% 5% - 2% 1% 3% - 3% 1% 6% 3%

2025 Dissatisfied 4% 7% 5% 0% 3% 0% 1% 0% 2% 2% 9% 5%

Change Dissatisfied -1% -4% -- -- -1% +1% +2% -- +1% -1% -3% -2%

*Caution small sample size.

e l\Jlr;ssaszllssfactory Example of Verbatim Complaints among those Dissatisfied — (complete sorted verbatims in separate document)

Tacoma 55% Samish, Yakima, Issaquah, Kaleetan - They are very dirty and in a very poor state of repair... grime on all of the stairs and floors, torn upholstery, and broken tables.
They have not had a deep cleaning in years and years, or repairs to furniture or fixtures.

Kaleetan 25%

Puyallup 23% Samish, Issaquah - The seating areas are clean and well maintained but the seats particularly on the Samish are very lumpy hard and uncomfortable.

Chimacum 18% Kaleetan, Chimacum - The seats need a deep clean due to people constantly putting their dirty shoes on them and/or spilling things on them.

Sealth 16% Samish- The seats are a joke and very uncomfortable. The tables are not set up right for comfort or ease of use. They should all be thrown in the garbage can. When

you get your low-bid to build things, don't skimp on the one thing that makes the ride nice, a comfortable bench seat. and that metal clanging at the bases is just
horrific. The seats have 2x4's underneath them. Get real.

Wenatchee, Tacoma, Kitsap, Sealth — The boats are rusty, the floors and seats are aging. The bathrooms are terrible on the deck. Creepy.

& 7
Wenatchee, Tacoma, Puyallup - The boats are old and showing the wear and tear. Because of this it is impossible for them to appear really clean. Also, often one or
both sides of the doors are open upstairs, and it makes it really cold. Once sailing someone often will shut them.
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Ferry Bathrooms are Clean/Maintained

Four in five riders (79%) find ferry bathrooms to be clean and well maintained, with systemwide dissatisfaction unchanged from 2025.

Ratings on a 5-point scale TOTAL SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ SOU/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE KIN VAS cou Sl SJI

-----------

The bathrooms on the ferries are Satisfied (4-5) 79% 76% 63% 88% 78% 82% 69% 82% 86% 88% 78% 78%
clean and well maintained Dissatisfied (1-2) 6% 7% 13% 4% 7% 6% 7% 14% 3% 1% 5% 6%
2025 Dissatisfied 6% 9% 9% 5% 6% 2% 4% 0% 0% 5% 6% 9%

Change Dissatisfied -- -2% +4% -1% +1% +4% +3% +14% +3% -4% -1% -3%

*Caution small sample size.

Top 5 Unsatisfactor
P Vessels ¥ Example of Verbatim Complaints among those Dissatisfied — (complete sorted verbatims in separate document)

Tacoma 46% Cathlamet - Two stalls in the women's restroom were out of order with signs - a third had a disgusting unflushed toilet. No crew in sight and the boat was not very busy
Puyallup 22% ol
ez ar 16% Tacoma, Wenatchee - They always smell, and don't seem clean, all caulking at counters, floors, and all others seams, and surfaces are not maintained. The bathroom
exhaust fans do not do the job and blow gases into sitting areas.
Cathlamet 16%
Chimacum 159, Tokitae, Kitsap - There is urine on the floors, the toilets tyrant very clean even on the earlier runs in the morning, sometimes the paper towel dispenser is empty.
0

Chimacum, Kaleetan - The bathrooms are clearly old. Some of the doors don’t properly lock. The floors always seem dirty. It feels a little like going to the restroom in a
mediocre gas station or park facility
l' Chimacum, Kaleetan - They have gotten better and it makes me feel better when | see the crew cleaning. However, the toilet stalls are either taped off with caution
tape, amenities held together with duct tape, or the walls surrounding the toilet are fifthly, sometimes with the same slime on them for days. | could understand when
¢'+ it comes to the Kaleetan, but the Chim...no! Again, | do see improvement.
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Vessel Crew is Friendly

Dissatisfaction with vessel crew friendliness remains low, at just 3% dissatisfied systemwide. Dissatisfaction is highest (7%) on the Fauntleroy/Vashon route,
with the Spokane vessel most frequently cited among dissatisfied riders.

Ratings on a 5-point scale TOTAL SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ sou/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE TAH KIN VAS Sou VAS cou CLI SI SJI

WSF vessel crew is friendly, Satisfied (4-5) 89% 91% 89% 79% 92% 84% 87% 86% 96% 88% 86% 64%
courteous and polite Dissatisfied (1-2) 3% 1% 5% 2% 4% 7% 6% -- 4% 3% 5% --
2025 Dissatisfied 2% 2% 0% 0% 2% 3% 13% 0% 3% 3% 4% 2%

Change Dissatisfied +1% -1% +5% +2% +2% +4% -7% -- +1% -- +1% -2%

*Caution small sample size.

Top 5 Unsatisfactory Example of Verbatim Complaints among those Dissatisfied — (complete sorted verbatims in separate document)
Vessels

Spokane 22% Wenatchee, Tacoma, Puyallup - The staff cannot be bothered. They seem to act friendly with one another, but the skills needed to interact with the public are lacking.
Kaleetan 21%
Cathlamet, Kittitas - It's the total lack of effort to explain anything or be sympathetic to how delays impact their customers.
Puyallup 21%
Tokitae 18% . . . . .
Wenatchee, Tacoma, Puyallup - They leave the upstairs bathrooms locked sometimes and don't give me an adequate reason why and they never seem motivated or in
Cathlamet 16% any kind of hurry to get a ferry out on time. It could dock 30 minutes before departure and no one seems to care that they move really slowly and leave late.

é g Wenatchee, Tacoma - Rarely a friendly hello anymore!

Spokane - Went to report an unattended bag. The woman responded with, | saw that and will make an announcement after the announcement that is playing. No
thanks and she turned her back.
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Vessel Crew is Helpful

Dissatisfaction with the helpfulness and knowledge of vessel crew remains low across all routes, at just 3% dissatisfied systemwide, unchanged from 2025.

Ratings on a 5-point scale TOTAL SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ SOU/ PTT/ MUK/ ANA/ INTER
(1=low, 5=high) BAIN BRE KIN VAS cou

---------

The WSF vessel crew is helpful, Satisfied (4-5) 88% 90% 88% 80% 91% 85% 82% 76% 93% 90% 87% 70%
competent and knowledgeable Dissatisfied (1-2) 3% 3% 5% - 3% 3% 6% - - 2% 3% 0%
2025 Dissatisfied 3% 3% 2% 0% 0% 3% 13% 0% 3% 4% 3% 0%

Change Dissatisfied -- -- +3% -- +3% -- -7% -- -3% -2% -- --

*Caution small sample size.

Top 5 l\JInsatllsfactory Example of Verbatim Complaints among those Dissatisfied — (complete sorted verbatims in separate document)
essels

Kaleetan - Was Seated in galley passenger had music blaring in food area no headphone disturbing other passengers. Asked the male food worker to address he

Kaleetan 34%
° refused, | asked to call a ship worker. He refused. | ended up having to address which angered the person but received a round of applause from the other passenger
Spokane 32% suffering. Total punt and fail by staff to address the behavior leaving it to me.
Sealth 27% Wenatchee - The boat stopped for over 10 minutes in the middle of the ride, at no time did the captain come on the speaker system to explain WHY ... the small boat
was still in the Bainbridge terminal so we were just idle waiting for it to depart... it was unacceptable to not inform us
Puyallup 26%
Tacoma 25% Wenatche, Tacoma — The only interaction is if crew is mad at you (parking in wrong spot, etc.).
(Unspecified) - Some are rude and try to start arguments.
o (Unspecified) - Lack of training or experience resulting in conflicting instructions to drivers
®
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Demographics — Winter 2026

Demographics for the past three years are shown below. Notable changes this year include a lower proportion of male riders, a continued increase in riders ages 65+ (now

55%), and a continued rise in retired riders (47%). The share of riders employed full time continues to decline.

Gender Education
22%
23%

Mal 23% o No College Degree
ale 46% M 2026 (n=3,119) 21%
43% 36%
. @ 2025 (n=3,713) 4 Yr. Degree 36%
56% 37%
Female 54% 2024 (n=4,335) 41%
57% Post Grad 41%
42%

Employment Ethnicity
39%
-ti 0 11% 92%
9% 10% 93%
Employed part-time Elo%é 2%
- 11% 45.54 g;" Asian/Pl { 3%
= [s)
Student and employed | <1% . 2%
13% 1%

Hispanic 1%
25% 1%
1%

25% . .
Native American 1%

9 2%
Student Not employed | <1% 55.64

Homemaker ' 2%
1% R 559 1%
Language Spoken in the Home

Milit | 001/%/ 65+ 53% 1%
llitary personne 1% 52% African American | 1% .
1% 5% of the riders speak a language

. 47%
Retired Eﬁl@% 3% other than English (they may also
0 Other § 2% speak English as well).

2%

2%
Not currently employed ! 2%
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Demographics: WSF Winter 2026 Riders

Ferry riders skew female (except on the Southworth/Vashon* route), older - especially on the Anacortes/SJI, Mukilteo/Clinton, and San Juan Interisland routes, where those 65+ make up
over 65% - and less ethnically diverse. Overall, riders average a household size of 2.2, with about one in eight having children, and average household incomes of $121.5K, though income

varies notably by route.

SEA/ SEA/ PTD/ EDM/ FAU/ FAU/ sou/ Ay MUK/ ANA/ INTER
BAIN BRE TAH KIN VAS SOou VAS cou CLI SI Sl
581 179 89 445 183 100 24%* 117 595 746 60
Male 43% 48% 46% 41% 36% 40% 48% 58% 40% 43% 39% 50%
Gender Female 56% 51% 51% 59% 63% 58% 52% 42% 59% 57% 60% 50%
18-44 11% 12% 31% 8% 11% 10% 8% 23% 8% 9% 5% 9%
45 - 54 12% 18% 16% 12% 8% 13% 12% 18% 9% 7% 8% 7%
Age 55-64 22% 26% 31% 15% 23% 23% 28% 30% 21% 17% 14% 18%
65 or Over 55% 45% 22% 65% 58% 54% 52% 29% 62% 67% 74% 66%
Caucasian 92% 92% 83% 93% 92% 93% 88% 98% 94% 94% 94% 87%
BIPOC (net) 8% 8% 17% 7% 8% 7% 12% 2% 6% 6% 6% 13%
Asian/Pacific Islander 2% 3% 3% 0% 3% 1% 7% 1% 2% 1% 1% <1%
Ethnicity Hispanic 1% 1% 4% 1% <1% 0% 2% 0% <1% 1% 1% 3%
Native American/Indian Nation 1% 1% 3% 0% <1% <1% <1% 0% 3% 1% 1% 0%
African-American 1% 1% 3% 0% <1% 1% 1% 0% <1% <1% <1% 0%
Other 3% 3% 4% 6% 4% 5% 2% 1% <1% 3% 2% 10%
Average HH size 2.2 2.3 2.3 2.3 2.2 2.5 2.3 2.3 2.0 2.2 2.1 2.1
Household Percent of HHs with Children 12% 15% 17% 16% 8% 15% 12% 26% 4% 8% 5% 14%

Under $35,000 5% 3% 5% 14% 5% 6% 4% 2% 4% 5% 10% 9%
$35,000 - $49,999 5% 4% 4% 4% 7% 5% 4% 19% 6% 3% 8% <1%
$50,000 - $74,999 12% 7% 15% 14% 13% 13% 13% 2% 22% 14% 17% 19%
Income $75,000 - $99,999 14% 10% 15% 11% 18% 18% 11% 4% 30% 14% 16% 24%
$100,000 - $149,999 25% 22% 25% 36% 29% 30% 27% 18% 28% 24% 18% 24%
$150,000 or more 38% 54% 36% 21% 28% 28% 41% 55% 11% 40% 31% 24%
Mean 121.5 137.6 119.3 104.7 113.0 114.0 126.4 131.5 96.3 123.2 107.4 106.7
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Demographics: WSF Winter 2026 Riders

Ferry riders skew college-educated, particularly on the Seattle/Bainbridge and Fauntleroy/Vashon routes and are nearly evenly split between employed and retired. On average, they live
12.4 miles from the ferry terminal, though that distance varies widely by routes - from 7.9 miles on Fauntleroy/Vashon to 23.6 miles on Port Townsend/Coupeville.

Total 7.Y) SEA/ PTD/ EDM/ FAU/ FAU/ sou/ PTT/ MUK/ ANA/ INTER
BAIN BRE TAH KIN VAS SOuU VAS cou CLI SJl SJl
3634 581 179 89 445 183 100 24* 117 595 746 60
" Access | ersgemiestoferytrmnal | 124 | o6 | 56 | 50 | 175 | 75 | w1 | ms | 2o | 1o | s | o2
Some College or less 22% 15% 27% 30% 27% 15% 40% 16% 26% 22% 23% 28%
Education 4 Year College Degree 36% 40% 39% 24% 35% 38% 35% 40% 42% 35% 33% 24%
Post Grad Degree 41% 45% 34% 42% 38% 47% 25% 45% 30% 42% 44% 48%
.|
Employed Full-time 39% 49% 64% 25% 35% 36% 44% 65% 23% 30% 25% 20%
Employed Part-time 9% 9% 3% 12% 8% 14% 13% 0% 11% 8% 10% 30%
Net employed (F/PT) 48% 58% 67% 38% 43% 49% 57% 65% 34% 39% 35% 50%
Employment Student 1% 1% 3% 0% 1% <1% 0% 1% <1% 1% 1% 0%
Homemaker 2% 2% 4% 3% 1% 2% 1% 0% 2% 2% 1% 4%
Retired 47% 36% 18% 60% 53% 46% 38% 34% 64% 58% 62% 43%
Not Currently Employed 2% 3% 6% 0% 2% 2% 4% 0% 0% 1% 1% 0%
Govt/Public Admin. 9% 12% 20% 5% 8% 6% 5% 6% 7% 5% 6% 2%
Services 7% 9% 4% 8% 8% 5% 10% 1% 3% 7% 7% 17%
Finance/Insurance/Real Estate 4% 5% 2% 3% 3% 4% 7% 10% 0% 5% 3% 0%
Field of Construction 3% 2% 3% 5% 2% 6% 3% 0% 3% 2% 3% 3%
Employment Retail Trade 3% 4% 4% 2% 3% 6% 4% 17% 1% 2% 1% 1%
(mentioned by 2%+) Transportation/Freight 3% 4% 1% 4% 2% 1% 5% 2% 2% 2% 3% 0%
Manufacturing 2% 2% 1% 2% 3% 2% 3% 9% 2% 3% 1% <1%
Marketing 2% 3% 1% 0% 2% 1% 1% 3% 0% 2% 1% 0%
Comm./PR/Advertising 1% 1% 2% 2% <1% 1% 1% 10% 1% 2% 2% 2%
*Caution: small sample size. Green=Significantly higher/ Red=Significantly lower than 3 or more other routes.
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Conditions Affecting Ferry Access

Among riders with conditions affecting ferry access, one in four cite ADA and disability improvements as the top need, including moving walkways and
enhanced mobility assistance. Schedule and frequency improvements (8%), staffing and customer service improvements (7%), and elevator
improvements (7%) are also noted, while 28% say no additional support is needed.

Top Ways WSF Can Help With Ferry Access

(5% or greater mentions shown)

ADA / disability and access improvements

. 25%
(e.g. moving walkways)

Schedule / frequency improvements
Staffing / customer service improvements
Elevator improvements (general)

M 2026 Winter (n=378)
Better communication / alerts

Reliability / reduce cancellations

Fare / cost reductions

28% said nothing/No additional help needed

QN7a: How could WSF help you better access the ferry system?

“Increased parking in both Clinton and Mukilteo for walk on handicapped drivers and longer
times to park to walk someone (child, handicapped) over and come back.”

“Shorter walking distance or mobility equipment being available if needed.”

“Train ferry crew to understand and direct me to an outer lane with a clear view to avoid
vertigo.”

“The signs reminding everyone that the elevators are for seniors/handicapped ONLY makes
me uncomfortable like I'm going to be judged because | have an invisible illness. Please make

the elevators more welcoming to those who aren't in a wheelchair or crutches.”

“Provide large accessible washrooms for wheelchairs, grab bars in all washrooms, accessible
seating with limited stairs.”

“Moving walkways, handicapped scooters, closer drop off areas, more elevators.”

“It'd be nice to have a posted notice about where to sit that's best to alleviate sea sickness
prone riders.”

NOTE: Verbatim responses can be found in the Excel spreadsheet file for this question.
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Conditions Affecting Ferry Access

One in ten riders (10%) report a physical, sensory, cognitive, or mental health condition that affects how they access or use the ferry. Among these
riders, mobility-related conditions are most common, including difficulty walking or wheelchair use (34%) and difficulty using stairs (14%), with
challenges most often related to elevator access and navigating vessel and terminal facilities.

Conditions Affecting Ferry Access

Riders Experiencing
Conditions That Affect Ferry

Mobility/Use wheelchair/Difficulty walking
Access

Stair use difficulty

No
87%

Sensory issues (noise, sound sensitivity)
Anxiety/Mental health

Arthritis/Joint pain

Balance issues/Vertigo

Travelling with a disabled companion

Animal allergies/Discomfort with animals

3% prefer not to answer Other

34%

“Both my husband and | have polio and wear leg braces and use
crutches. Difficult to climb stairs and walk up and down the loading
ramp.”

“The lights are too bright and cause headaches when riding at night.
Your only option is to stand outside to avoid the lights but it's too
cold for long trips.”

“One family member has dementia and must be closely supervised.
Another has difficulty walking far. Being close to the vehicle deck
restroom is imperative.”

“I use crutches so it is hard for me to access areas from the car deck
or walk on to the ferry when it is loading from the car deck.”

“I have vertigo, so narrow steep staircases are hard for me.
Sometimes the elevator is hard to find or out of service.”

“I have an extreme and life-threatening allergy to animal fur and
dander. The new rules about dogs can make a ride rehabilitating
(SIC). Particularly when dogs are allowed up all over the seating.”

M 2026 Winter (n=378)

NOTE: Verbatim responses can be found in the Excel spreadsheet file for this question.

QN7: Do you experience any physical, sensory, cognitive, or mental health conditions that affect the way in which you access or use the ferry?
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Appendix C -
Weighting
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Weighting Methodology

In order to make the survey results proportionate to the ferry ridership universe as a whole, it is necessary to weight the data by route, boarding
method, and ticket type based on their trip taken. The weighting scheme used is displayed below.

Vehicle X Foot
Vehicle

Other Multi &
X Passenger )
Disc Transit

Seattle/Bremerton 0.38 0.69 3.35 1.10 0.18 = 0.50 2.41 3.36 2.00 0.58
Seattle/Bainbridge 0.23 0.64 1.46 0.72 0.04 = 0.64 2.14 3.78 1.38 0.60
Point Defiance/Tahlequah - 0.63 2.16 1.23 1.80 0.47 0.78 3.60 2.59 - 3.69
Edmonds/Kingston 0.61 0.61 2.80 1.28 0.19 = 0.57 2.27 1.97 2.76 0.75

Fauntleroy/Vashon 1.26 0.57 4.39 1.06 0.20 0.38 0.48 2.78 6.03 1.63 1.44

Fauntleroy/Southworth 0.50 0.52 2.00 1.86 0.03 - 0.60 1.35 3.76 1.67 0.30
Southworth/Vashon - 0.87 291 2.47 0.57 0.18 0.34 0.27 - - 1.77
Coupeville/Pt. Townsend 0.21 - 1.39 0.45 0.31 - 0.30 1.47 1.67 - 1.02

Mukilteo/Clinton 0.81 0.39 2.14 0.71 0.35 1.18 0.50 1.66 1.78 1.18 0.37

Anacortes/SII 0.14 0.08 0.63 0.19 0.15 0.70 0.14 0.51 0.98 0.14 0.48

SJ Interisland 0.28 0.25 0.52 0.43 0.82 0.10 0.001 - - - -
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Appendix D —
Open End Responses
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Open End Questions

The full list of verbatim answers can be found in the accompanying Excel spreadsheet to this report.

Spreadsheet Tab

Question

Number
Q23A. You rated your satisfaction with “terminals are comfortable, clean and well maintained” low. What specific conditions made you dissatisfied? 1
Q33A. You rated your satisfaction with WSF “sailing schedule is adequately coordinated with transit services available at the terminal” low. Why are you dissatisfied? 2
Q35B. You rated your satisfaction with “adequate parking near the terminals” low. Why are you dissatisfied? 3
Q37C. You rated your satisfaction with WSF “provides easy loading and unloading for walk-on passengers” low. Why are you dissatisfied? 4
Q37D. You rated your satisfaction with WSF “walk-on passenger unloading procedures are efficient” low. Why are you dissatisfied? 5
Q46A. You rated your satisfaction with WSF “WSF toll booth staff are friendly, courteous, and polite” low. Why are you dissatisfied? 6
Q48B. You rated your satisfaction with WSF “makes buying tickets easy and quick” low. Why are you dissatisfied? 7
Q50C. You rated your satisfaction with WSF “efficiently processes vehicles through ticket lanes” low. Why are you dissatisfied? 8
Q53A. You rated your satisfaction with WSF “vehicle loading and unloading crew is friendly, courteous and polite” low. What specific behaviors made you dissatisfied? 9
Q53A_1. You rated your satisfaction with WSF “bike loading and unloading crew is friendly, courteous and polite” low. What specific conditions made you dissatisfied? 10
Q55B. You rated your satisfaction with WSF “WSF vehicle loading procedures are efficient and allow adequate room between vehicles” low. Why are you dissatisfied? 11
Q55B_1. You rated your satisfaction with WSF “WSF bike loading and unloading procedures are efficient” low. Why are you dissatisfied? 12
;159?. :o:;?rated your satisfaction with WSF “vehicle loading and unloading crews provide clear directions and/or hand signals” low. What specific behaviors made you 13
issatisfied?
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Open End Questions (cont.)

Question Spreadsheet Tab

Q59D_1. You rated your satisfaction with WSF “bike loading and unloading crews provide clear directions and/or hand signals” low. What specific behaviors made you 14
dissatisfied?

Q72_73. You rated your satisfaction with the “ferry passenger seating areas are clean and comfortable” low. What specific conditions made you dissatisfied? 15
Q74_75. You rated your satisfaction with the “bathrooms on the ferries are clean and well maintained” low. What specific conditions made you dissatisfied? 16
Q82_Q83. You rated your satisfaction with WSF “vessel crew is friendly, courteous and polite” low. What specific behaviors made you dissatisfied? 17
Q84_85. You rated your satisfaction with the WSF “vessel crew is helpful, competent and knowledgeable” low. What specific behaviors made you dissatisfied? 18
Q119F. You rated your satisfaction with WSF “The terminal to vessel passenger walkway is comfortable and safe" low. Why are you dissatisfied? 19
Q92. What specifically about your experience with the WSF website made you dissatisfied? 20
Q105. What specifically about your experience with the WSF vessel crew member made you dissatisfied? 21
Q112. Do you have any additional thoughts regarding the ferry system you would like to share? 22
Q133. Why do you say you are [RECALL ANSWER BASED ON Q132] with WSF’s efforts regarding communicating the things you need to know such as schedule changes, 23
general ferry topics, service responses, etc.?

Q146. Please use the space below to provide any further detail on WSF team members that have enhanced your journey. If possible, please include the route(s) where you 24
encountered the team members

QN6. What is one thing you enjoyed the most about your ferry ride? 25
QN?7. Do you experience any physical, sensory, cognitive, or mental health conditions that affect the way in which you access or use the ferry? (please describe the 26
challenges you face when accessing or using the ferry)

QN7A. How could WSF help you better access the ferry system? 27
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