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Save a Spot Reservation Statistics 
Summer 2015 

June 14 – September 19, 2015 
 
Reservation Activity Report 
 
Description:  
This report shows the number of reservations made, changed, and cancelled during the summer season.  The 
reservation travel date may be within the existing season or for a future season.  The “# of Customers” is the 
number of unique Save A Spot accounts used to make those reservations.  Since guests don’t have an account, 
each transaction with one or more reservations within it is considered a single customer.  If the guest has to 
make two separate transactions to get their desired outgoing and return trip, then that is seen as two 
customers. 
 

Account Type Guest Universal Executive Total 

Make:         

   # of Reservations             106,872               119,059                 11,848               237,779  

   # of Customers               80,765                 20,260                       275               101,300  

   % Online 87% 96% 77% 91% 

Change:         

   # of Reservations               13,611                 16,268                       805                 30,684  

   # of Customers               10,519                    7,032                       123                 17,674  

   % Online 74% 90% 71% 82% 

Cancel:         

   # of Reservations               11,258                 30,357                    2,632                 44,247  

   # of Customers                  8,705                    7,517                       148                 16,370  

   % Online 80% 95% 82% 90% 

Total:         

   # of Reservations             131,741               165,684                 15,285               312,710  

   % Online 85% 95% 78% 90% 

System Wide         

   % Online 83% 95% 77% 88% 

        *”% Online” is based on the number of reservations made, changed, or cancelled online. 
 
Notes: 

 Customers traveling on the San Juan Island routes make, change, and/or cancel their reservations online 
or with their mobile device more than the other routes on average. 

 Reservation calls for the San Juan Island routes typically take more time due to the complexity of the 
policies on that route. 

 Guests, typically one-time users, are more likely to call customer service for assistance than Universal 
Save A Spot Accounts, who are typically frequent users. 
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Reservation Summary Report 
 
Description:  
This report shows the end result of all reservations that are made on the San Juan Island routes in comparison to 
all reservation routes.  Tracking the # of reservations that are cancelled, changed, or result in a no-show are key 
statistics in managing the reservation system.  The Cancelled and Changed Timeframe Analysis Reports (page 4 
& 5) shows how far in advance the reservation was changed or cancelled.  
 

 
Route 

Cancelled Changed No-Show 
Redeemed -  

On Time 
Redeemed - 

Stand By 
Total 

# % # % # % # % # % # % 

Anacortes / San 
Juan Islands 

45,638 15% 32,228 10% 15,532 5% 208,528 67% 8,485 3% 310,411 100% 

Anacortes / 
Sidney B.C. 

2,877 9% 1,653 5% 721 2% 27,492 84% 36 0% 32,779 100% 

Port Townsend 
/ Coupeville 

5,851 6% 6,124 6% 5,106 5% 77,863 77% 6,624 7% 101,568 100% 

System Wide 54,366 12% 40,005 9% 21,359 5% 313,883 71% 15,145 3% 444,758 100% 

 
 

 
 

Notes: 

 15% of all reservations are cancelled which is higher than the average for all reservation routes.  This is 
more than twice as many cancellations as Port Townsend/Coupeville route. 

 10% of all reservations are changed to a different vehicle size, a different sailing, and/or a different 
travel date. 

 67% of all reservations were redeemed – on time which means they traveled on their reserved sailing. 

 3% of all reservations were redeemed – stand by which means they traveled on an earlier or later 
sailing. 

 All transactions are based on reservation travel dates during the summer sailing season. 
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Reservation Made Timeframe Analysis Report 
 
Description:  
This report shows how far in advance of the reserved travel date the customer made their reservation for the 
San Juan Island routes in comparison to all reservation routes.  The chart is broken into two views – by terminal 
and by height of vehicle. 
 

 
 

 
 

 
 
Notes: 

 25% of all reservations are made within one day of the reservation travel date which is lower than Port 
Townsend/Coupeville route which is greater than 50%. 

 60% of all reservations are made within a week of the reservation travel date. 

 The timeframe that a customer can make their reservation is constrained by the tiered release process.  
More than likely most people making reservations in the 2-7 day window are making their reservation 
when the 2 day release is made available.  It is unknown when the customer originally planned their 
travel and would have made their reservation if the space was available earlier. 
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Reservation Change Timeframe Analysis Report 
 
Description:  
This report shows how far in advance of the reservation travel date that the customer changes their reservation 
on the San Juan Island routes in comparison to all reservation routes.  Reservations may be changed an 
unlimited times until 5pm of the prior day.  After 5pm of the prior day, one free change may be made. 
 

 
 
 

 
 
Notes: 

 16% of reservation changes on the San Juan route are changed within the one free change period. 

 15% of reservation changes on the San Juan route are changed the prior day before 5pm. 

 38% of all changes occur in the 2-7 day window, most likely tied to the 2 day release. 
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Reservation Cancel Timeframe Analysis Report 
 
Description:  
This report shows how far in advance of the reservation travel date that the customer cancels their reservation 
on the San Juan Island routes in comparison to all reservation routes.  Reservations may be cancelled up until 
5pm of the prior day. 

 
 
 

 
 

Notes: 

 73% of all changes occur within 7 days of the reservation travel date. 

 28% of all changes occur the prior day before 5pm. This creates a surge of phone calls to customer 
service between 4:45pm and 5:00pm. 

 
 

  

Redeemed - On 
Time 67% 

Changed 10% 

No-Show, 5% 

Redeemed - 
Standy By, 3% 

2 - 7 Days 
38% 

Prior Day Before 5pm 
28% 

8 - 30 Days 
19% Same Day, 

4% 

> 30 Days, 7% 

Prior Day 
After 

5pm, 3% 

Cancelled  
15% 

Reservation Cancellation Analysis 
Anacortes / San Juan Islands 



Draft 10/2/2015 P a g e  | 6 Reservation Stats – Summer 2015 

Reservation No-Show Analysis Report 
 
Description:  
The first table shows the amount of no-show fees collected by customer type for all routes.  The second table 
shows the amount of no-show fees that are refunded.  A refund may occur for many reasons including customer 
confusion; customer was unable to travel due to unforeseen circumstances; and terminal staff error.  WSF 
reviews each customer’s refund history prior to approving the refund to avoid system abuse.   
 

Reservation No-Show Fees Collected 
Summer 2015 

Departure 
Terminal 

Guest Universal Executive Total No Show 

Anacortes  $            50,275   $            41,270   $              7,355   $            98,900  

Coupeville                 12,010                    3,161                    1,947                 17,118  

Friday Harbor                19,895                 14,845                    5,760                 40,500  

Lopez Island                         -                            -                         880                       880  

Orcas Island                14,870                    9,995                    2,545                 27,410  

Port Townsend                13,995                    3,763                    1,403                 19,161  

Sidney B.C.                10,700                    2,000                         40                 12,740  

System Wide  $          121,745   $            75,034   $            19,930   $          216,709  

 
 

Reservation Refunds of No-Show Fees 
Summer 2015 

Reservation Status Count Amount 

Cancelled               181   $          2,799  

No-Show            1,990             29,579  

System Wide            2,171   $       32,378  

 
 

 
Notes: 

 No-Shows fees collected are based on the reservation travel date. 

 Refunds are based on the date the money went back to the customer’s credit card, not the original date 
of the reservation travel date. 

 Refund for a cancelled reservation means that the customer cancelled after 5pm of the prior day or 
cancelled their reservation after their one free change. 
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Reservation Arrival Window Analysis Report 
 
Description:  
This report shows what percentage of reservations is arriving within the proper arrival window, late, or early for 
their reserved sailing.  This is based on the published sailing schedule times and the time that the terminal staff 
redeemed the reservation. 
 

 
 
 
 
Notes: 

 On average, 63% of reservation holders arriving within our requested arrival window of 30-90 minutes 
prior to their reserved sailing time. 

 On average, 23% of reservation holders arrive less than 30 minutes prior to their reserved sailing time.  
WSF will continue to honor late arrivals until they have finished loading reservation holders in the 
holding area and have begun loading drive-up vehicles. At that point, reservation holders will have their 
reservation redeemed but they will be placed in the stand by lane. 

 Only a handful of times have the late arrival of reservation holders caused the sailing to depart late. 
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Reservation Redemption Statistics 
 
Description:  
This report shows the percent of reservation holders who travel on their reserved sailing versus who travel 
within the same day of their reserved sailing.  The “% Sailing Show Ratio” tells the percentage of reservations 
that actually travel on their reserved sailing.  The “% Day Show Ratio” tells the percentage of customers who 
travel within the same day from the same terminal. Customers are not charged a no-show fee if the travel within 
the same day from the same terminal. 
 

Route % Sailing Show Ratio % Day Show Ratio 

Anacortes / San Juan Islands 90% 93% 

Anacortes 

Day of Week % Sailing Show Ratio % Day Show Ratio 

Monday 92% 95% 

Tuesday 91% 95% 

Wednesday 87% 91% 

Thursday 90% 94% 

Friday 86% 90% 

Saturday 90% 93% 

Sunday 91% 94% 

Terminal Average 90% 93% 

Friday Harbor 

Day of Week % Sailing Show Ratio % Day Show Ratio 

Monday 91% 94% 

Tuesday 91% 95% 

Wednesday 89% 92% 

Thursday 91% 95% 

Friday 90% 94% 

Saturday 88% 93% 

Sunday 87% 92% 

Terminal Average 89% 93% 

Orcas Island 

Day of Week % Sailing Show Ratio % Day Show Ratio 

Monday 90% 94% 

Tuesday 91% 95% 

Wednesday 89% 93% 

Thursday 92% 97% 

Friday 91% 96% 

Saturday 91% 95% 

Sunday 88% 93% 

Terminal Average 90% 95% 

 
Notes: 

 On average, 10% of all reservations on the San Juan Islands route don’t show for their reserved sailing.  
This means that 10% additional space is available for drive-up space for a total of 20%. 

 For Anacortes, Friday has the lowest sailing show ratio at 86% which means more unplanned drive-up 
space is available. 

 


