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Preface 
 The research initiative in 2012 consisted of the following main phases:

 Winter Customer Survey (target audience: FROG panel members only)
 Summer Customer Survey (target audience: FROG panel members & recreational/social riders)

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

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

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

 Fare structures

 Demographic characteristics of ferry customers – travel patterns, WSF satisfaction and demographic data.

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

 A total of 2,890 riders completed the 2012 Summer Customer Survey between September 6, 
2012 and September 24, 2012, yielding a maximum sample variable of ±1.8% at the 95% 
confidence level. 
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Executive Summary
 The focus for this biennium was to measure the customer satisfaction as per RCW 47.64.355 

Section 2:
“….RCW 47.63.355 (2) which requires the establishment of various types of performance 
measures and targets for the state ferry system, including service effectiveness measures 
related to passenger service satisfaction.  To this end, the WSTC is directed to evaluate ferry 
passenger satisfaction as an integrated part of the FROG survey effort.” 

 Overall satisfaction with the ferries has not improved since 2008 (Summer 2012 
68%; Winter 2012 67%; 2010 72%; 2008 64%).  Although satisfaction has remained 
stable, there are also areas noted for improvement.   

 The specific service areas most likely to impact overall satisfaction are as follows 
(these areas of opportunity are the same for both Summer and Winter 2012):
 Bathrooms on the ferries should be clean and well maintained
 Loading procedures should be efficient
 Vehicles should be processed through ticket lanes efficiently
 Loading crews should provide clear directions and/or hand signals 
 Vessels should be well maintained (not rusty/dirty) and safe (not cluttered)
 Loading and unloading for walk-on passengers should be easy
 Terminals should be clean and well maintained

 These areas are of high importance to riders, but satisfaction with WSF’s performance is rated 
as below average.  It will be important for WSF to take action to address areas of poor 
performance, as well as to inform riders of actions taken.   

3 

















2012 Customer Satisfaction Presentation

Winter Customer Survey
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Summer Customer Survey
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