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San Juan Islands Partnership Group:  Meeting #13 

Wednesday, March 18, 2015 | 11:30 a.m. – 1:45 p.m.* 
San Juan Island Yacht Club | 273 Front Street, Friday Harbor 

AGENDA 

 For more information, please contact: 
Brian Churchwell, WSF 
ChurchB@wsdot.wa.gov 

Time Topic Lead 

11:30 a.m. Welcome & Introduction 

 Introduce Lynne Griffith and Allegra Calder 

 Review agenda and meeting objectives 

George Capacci, WSF and 
Allegra Calder, BERK 

11:45 a.m. Reservations System Update 

 Reservation and Ridership Data 

 Overloads and Terminal Experience 

Allegra Calder  

12:15 p.m. Customer and Staff Surveys  Allegra Calder 

12:30 p.m. Program Policies and Procedures Allegra Calder and Brian 
Churchwell, WSF 

1:00 p.m. Upcoming Focus – Customer Experience Brian Churchwell, WSF 

1:20 p.m. Upcoming Focus – 2015 Communications Allegra Calder 

1:30 p.m. Summary  Allegra Calder 

1:35 p.m. Public Comment Allegra Calder 

1:45 p.m.  Meeting adjourned  

 

Meeting Materials: 

Meeting Packet: 

 Discussion Guide 

 Business Policies and Practicies 

 Outreach Summary and 2015 Communications  

 Save A Spot media tally 
Background A: Surveys 

 Reservations Holders 

 Drive Up Survey 

 Terminal and Customer Service Staff   
Background B: Data 

 Reservation System Data and System Performance 
 
 

* Coincides with sailing schedule; Departure - 8:55 am from Anacortes  or interisland sailing (depart 
Lopez 9:55am, Shaw 10:15am, Orcas 10:35am) Return – 3:40 pm to Anacortes or interisland sailing 
departing Friday Harbor at 2:05pm 
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SAN JUAN ISLANDS PARTNERSHIP GROUP 

March 18, 2015 | Discussion Guide 

The Save A Spot website began taking reservations for all vehicles on the San Juan Islands route on December 2, 

2014 for reservation travel beginning January 5, 2015.  Over 75,000 reservations have been made for travel on the 

San Juan Islands routes between January 5 and the end of the spring season on June 13. Reservations via Save A 

Spot were deployed during the winter 2014-2015 season to allow WSF to work out the operational processes and 

allow customers to acclimate to the system during the slow season. 

This document summarizes the following areas:   

 Reservation and Ridership Data Summary 

 President ‘s Day Holiday Travel Week (February 10-16) 

 Customer Surveys – Reservation Holders and Drive-up  

 Terminal Staff Meeting and Survey 

 Customer Service Survey 

 Program Policies and Procedures 

 Upcoming Focus – Customer Experience 

 Upcoming Focus – 2015 Communications 

Additional detailed documentation is provided in materials labeled Background A and Background B. 

Reservation and Ridership Data Summary 

The winter season saw a quick adoption of the reservation program to provide more predictability for our customers 

when traveling at busier times like sailings operated by the Sealth and normal weekend travel – Fridays to the San 

Juan Islands and Sundays (or Monday holidays) returning from the San Juan Islands.   

Reservation usage has steadily climbed to approximately 1,000 reservations redeemed daily on the San Juan Islands 

route (departing Anacortes, Friday Harbor and Orcas). A total of 55,000 vehicle reservations were used between 

January 5 and February 28.  Almost half of those reservations were made they day prior or the day of travel (45%) 

and a majority of those were made within the previous 7 days (81% of the 55,000). 

 

 
 

On average, just over 50% of vehicles travel with a reservation and it is as high as 67% on the busiest travel days. 

Background B includes a chart showing sailings that are typically fully reserved, which includes the following sailings: 

Sealth Operated Sailings: 

 2:10 p.m. Ana-FH weekdays 

 8:05 a.m. FH-Ana weekdays and 8:05 a.m. weekends 

 12:55 p.m. Or-Ana weekdays 
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Friday Harbor Weekend Sailings: 

 11:55 p.m.  FH-Ana Sundays 

 4:30 p.m.  FH-Ana Sundays 

Orcas Weekend Sailings: 

 2:10 p.m. Or-Ana Sundays 

 6:20 p.m. Or-Ana Sundays 

Since reservations were implemented, there has been an overall decrease in overloads at the terminals. Terminal 

staff stated that they have seen fewer overloads, especially for those sailings operated by the smallest vessel 

(Sealth). Part of the decrease can be attributed to vehicle reservations but an extra Friday afternoon sailing was 

also added this year to alleviate some of the congestion. The combination of those two factors have contributed to 

a reduction of overloads, while being able to carry 6% additional vehicles over the Presidents’ holiday week.  

The tables below show the overloads for 2014 versus 2015 for the last week of February (a week without a holiday) 

and for Presidents’ Day week. 

Non-Holiday Week 

(Last week of February) 
Tue Wed Thu Fri Sat Sun Mon Total 

2014 0 0 10 126 32 0 0 158 

2015 1 0 4 6 48 0 4 62 

 

Presidents’ Holiday Week Tue Wed Thu Fri Sat Sun Mon Total 

2014 0 2 7 451 77 0 0 537 

2015 0 0 21 77 141 27 0 266 

Overloads are defined as vehicle spaces staged in the holding area for a sailing but don’t get on that sailing.  A 

vehicle space is equivalent to a vehicle within 18 feet long. A semi-truck is considered 4 vehicle spaces. 

Presidents’ Day Holiday Travel Week (February 10-16) 

The Presidents’ Day holiday travel week was our busiest weekend of the winter season, giving us our first test of 

how well the reservation program will work during our busy travel season.  There were many successes and some 

lessons learned. 

Vehicles traveling out of Anacortes alone during the holiday week (Tuesday-Monday) totaled 6,943 this year 

compared to 6,555 for 2014, for an increase in vehicle ridership of 6%. 

Year Tue Wed Thu Fri Sat Sun Mon Total 

2014 752 821 926 1,380 1,130 717 829 6,555 

2015 718 763 873 1,501 1,382 941 765 6,943 
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Terminal staff managed traffic volumes well. All terminals reported that one of the main challenges was schedule 

delays caused by fog, not due to reservations as stated in local blogs. 

Anacortes: 

 At least 80% of the vessel were reserved for most Friday afternoon sailings and some Saturday morning 
sailings. 

 The new vehicle tag process for the staging booth worked well.  No bottlenecks experienced. 

 Most vehicles made it through the line in less than 30 minutes. 

 All reservation holders got on their reserved sailings when they arrived within the proper arrival window. 

 Once standby lanes were full, vehicles were directed to turn-out and make a reservation for a later sailing.  
Reservations in the tollbooth (coming this summer) will provide some benefit. 

 Four sellers were in place and lines were minimal (always under 20 minutes) Friday afternoon, even 
during the three clustered sailings at 2:10, 2:35 and 3:05. 

 Longer lines did develop Saturday morning during the clustered sailings at 9:00, 9:25 and 10:15. This was 
because demand was pushed earlier than had historically been the case, and only three sellers were in 
place.  Staffing cannot be based just on history, but must also reflect reservations made the day prior. 

 One slowdown is the back-and-forth discussion with drive-up vehicles trying to decide whether to stage as 
a standby or leave to make a reservation.   

 A second slowdown is discussions with reservation holders wanting to stand by for an earlier sailing, yet 
retain their reservation for later. 

Friday Harbor: 

 A majority of sailings were fully reserved Monday. 

 Terminal staff reported less congestion and fewer overloads than previous years, which they attributed to 
reservations. 

 Once staff had enough standby vehicles for the next sailing, they turned customers away to make a 
reservation for the next sailing. 

 Some customers in the standby lanes made a reservation on a later sailing as their backup plan which is 
becoming an operational challenge at all terminals. 

Orcas: 

 All sailings were fully reserved Monday. 

 Terminal staff reported less congestion and fewer overloads than previous years, which they attributed to 
reservations. 

 Once staff had enough standby vehicles for the next sailing, they turned customers away to make a 
reservation for the next sailing. 
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Customer Surveys 
Reservation Holder Survey 

The Phase 2 WSF Vehicle Reservation System 

(VRS) reservation-holder survey was sent to 

14,626 individuals who made and used VRS 

reservations between January 5, 2015 and 

February 10, 2015. In total, 4,247 individuals 

completed it, representing a robust response 

rate of 29%. 

A majority of customers surveyed reported 

the best attribute of the reservation system 

was a guaranteed spot on their desired 

sailing. The second best attribute was the 

ability to arrive later and avoid long waits. 

Save A Spot Website 

Over 90% of survey respondents made their reservations via our website 

While all survey respondents made VRS reservations, the method used varied, with website use by far the most 

popular. More than 9 out of 10 respondents (93%) made reservations using the VRS website and more than 7 out 

of 10 (73%) used a computer to do so. VRS data shows 

that a similar, though slightly lower, proportion of all 

reservation holders (87%) made their reservations 

using the VRS website.  

More than 75% of survey respondents found the 

website easy to use 

A majority of our customers found the website easy 

to use. However, with 10% finding it difficult, WSF 

plans to make the site easier to use which will reduce 

the number of phone calls.  Improving the process to 

log in to an account was the top complaint which will 

be improved with our March 2015 software release. 

Tiered Release 

Almost 70% of respondents felt the tiered release met their planning needs 

Overall, respondents expressed satisfaction with the current release schedule. Eighty-four percent (84%) of 

customers were able to make a reservation on their desired sailing the first time. Forty-three percent (43%) of those 

respondents who weren’t able to get a reservation on their desired sailing the first time, were able to finally get 

that reservation within two days of their desired sailing.   

Respondents were provided with the opportunity to make suggestions for modifying the release schedule. Among 

SJI-route respondents who believe the current tiered release is meeting their current needs, the most popular 

comments were:  

 Summer will provide more information/could be problematic (51)  

 The release schedule is working well as is/is meeting their needs (44)  

 It is too soon to tell (21)  
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Respondents who believe the current tiered release of space didn’t meet their needs made the following comments: 

 Islanders need ferries for unplanned needs 

 Cannot plan that far in advance 

 Spots should be held for last-minute trips 

Reservation Check-In Process 

Over 80% found the check-in process at the terminal 

good or excellent  

While a majority of customers found the check-in 

process good or excellent, 19% of the customers felt 

that it needed improvement or was poor. 

Almost 80% of respondents knew when to arrive at 

the terminal.  

Our customer survey shows that 79% of customers 

know when to arrive at the terminal, though our 

reservation statistics show at least one third of 

customers are arriving less than 30 minutes prior to 

the sailing departure time.  56% of those customers 

who admitted to arriving late in the customer survey 

said it was due to business/personal matters or traffic.  

12% said that they didn’t think arriving early was 

important or the cameras showed there was no line 

approaching the terminal.   

Drive-Up Survey 

The drive-up survey was conducted between January 

29, 2015 and February 10, 2015, during which time 

WSF staff surveyed 149 individuals traveling without 

reservations and departing from Anacortes. 

Over 95% of respondents stated they were aware of 

vehicle reservations to the San Juan Islands  

A majority of the respondents were residents of the 

San Juan Islands (67%), with a majority of those people 

traveling to Lopez (46%).  

The top reasons respondents who knew about the 

availability of reservations gave for why they chose not 

to make a reservation: 

 Uncertain when traveling (21%) 

 Not necessary for low-volume sailing (16%) 

 Made plans too late to secure (16%) 

 Change/cancellation policy concerns (9%) 
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Terminal Staff Meeting and Survey 

On Wednesday, March 4th, WSF VRS Project staff met with contract agents and terminal staff from Anacortes, Friday 

Harbor, and Orcas Island.  Across all terminals with reservations, staff felt that reservations are working well, and 

meeting the intended goal of spreading out traffic across the sailings. Terminal staff are both anxious and excited 

to see how the system will perform with summer crowds. Staff widely recommended a policy change to increase 

the reservations arrival window from 30 to 45 minutes. All staff felt that this would improve terminal operations, 

as many customers with reservations arrive too close to sailing making it difficult to manage standby customer 

expectations. (see Arrival Window section) 

Some terminal issues discussed at the meeting include: 

 Transaction time at Anacortes has increased, as many customers have questions for terminal staff about 
the reservation system. 

 Waiting and staging time at Anacortes has not increased.  Having to stop at the tollbooth at Orcas, even 
for just a couple minutes is a dramatic change from not having to stop at all.  There is a customer 
perception that the process is slower, likely because it’s not the process they were used to. 

 More customer communication about reservations would be helpful for terminal staff. The more those 
customers understand the policies and benefits of the system, the swifter the process for sailings will be. 

 Some customers are coming early enough that they can be staged standby for an earlier sailing, but want 
to retain their reservation for the later sailing, and may or may not be able to make it onto the sailing. 
This customer desire is difficult for terminal staff to manage. 

 Staffing levels continue to be modified based on terminal experience. So far all terminals feel they have 
sufficient overall staffing to handle reservation operations. 

Terminal Staff Survey 

In February 2015, WSF administered a survey to learn about reservation implementation from the perspective 

terminal staff.  The survey was taken by 24 terminal employees from Anacortes, Orcas Island, and Friday Harbor. 

Almost 80% of respondents understood the business rules 

A majority of the staff understood the business rules, but we are concerned that 21% didn’t understand the business 

rules.  When asked what they don’t understand, they responded: 

 Lack of remaining rides on Wave2Go tickets (note: fixed early March 2015) 

 Inconsistency in the rules from what was communicated in training. This is primarily an expectation that 
customers would be penalized if they didn’t arrive 30 minutes in advance.  While customers lose their 
guarantee, they are still processed if that is possible.  

 30 minute arrival time rule makes processing vehicles difficult 

 Changes to reservations for the first morning ferry after 5pm the evening prior 

 Deadlines for customers to make reservations 

Almost 60% of respondents felt they had the tools to serve reservation customers 

58% of terminal staff feel they have the tools and skills necessary to serve customers using reservations.  The 

remaining 42% provided the following responses when asked what they needed to better serve reservation 

customers: 

 An information kiosk for summer 

 Working, reliable scanners 

 A more responsive computer software system and better Wi-Fi connectivity 

 Integrated handheld reservations and inter-island ticket units 
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One third of respondents stated that customers arriving late is the biggest operational challenge 

We asked staff what is the most challenging aspect of working with customers traveling with a reservation, here 

were their responses: 

 Customers not being on-time (33%) 

 Giving more information takes time (33%) 

 Handhelds and equipment are slow (13%) 

 Customer confusion (13%) 

 Not enough space during high volume traffic (8%) 

Half of the respondents stated they like that customers know what to expect 

We asked staff what they like about having reservations available for customers, here were their responses: 

 Customers know what to expect (50%) 

 Shorter waits/less congestion (21%) 

 Fewer customers left behind (17%) 

 Don’t like reservations (12%) 

Customer Service Survey 

On the San Juan Islands routes, the percentage of customers making reservations online continues to be high.  Only 

13% of all reservations made for travel through February 28 were made via customer service.   A majority of survey 

takers stated the reason they did not use the website was because they had a question about the reservation (19%) 

or had a question about their trip logistics (12%).  The good news is that 22% of survey takers said they would use 

the website to make their reservation when they know more. WSF will be focusing its efforts on improving the 

website usability to address those customers who stated the website was confusing (9%) and that they encountered 

a website error (8%).  
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Customer Service Staff Survey 

In February, 2015, we also surveyed customer service staff and received 15 responses.  

Over 80% of the customer service staff responded that they felt the website was easy to use 

83% of the survey respondents found the website either somewhat easy or very easy to use.  No customer service 

staff stated that the website was difficult.  When asked what they like about the reservation website, they stated: 

 Easy to use (50%) 

 Nothing special (25%) 

 Don’t like it (9%) 

 Mobile alert features (8%) 

 Homepage (8%) 

Most customers state they have difficulty logging into their account or found the website confusing 

When asked to describe the reason customers most often give for making, changing, or cancelling reservation by 

phone rather than making, changing, or cancelling an online reservation, customer service staff provided the 

following answers: 

 Customers have difficulty logging into their account 

 The website is confusing to customers 

 Customers are on vacation and do not have access or do not want to use electronic devices 

 The rules are too confusing 

 Customers would prefer to speak with a real person to make sure they get the reservation they need 

Program Policies and Procedures 

WSF worked with our terminal staff, customer service staff, and those departments impacted by vehicle 

reservations to determine what policies should be modified prior to our peak season of travel.  For most policies, 

staff felt it was too early to make any changes, stating that the current policies need to be monitored more and/or 

better communicated.  Below are the policies that were reviewed: 

Arrival Window – Increase Communication and Possible Policy Modification 

The proper arrival window on the San Juan Islands route is 30-90 minutes before sailing.  Customers arriving less 

than 30 minutes may forfeit their reservation and be directed to the standby lane.  This is communicated to 

customers on the reservation terms agreed to online, on their reservation confirmation emailed, and their 24 hour 

reservation reminder. 

Despite all of the communication, we continue to see a 

large percentage of customers arriving less than 30 

minutes prior to their sailing.  Our staff has reported that 

they have been able to accommodate all reservation 

customers thus far, despite their arrival time.  In addition, 

they have stated the late arrivals are not causing an 

increase in congestion at the terminal; it is no different 

from what they saw prior to reservations. 

WSF will focus on increased communication over the 
next couple months to improve the overall on-time 
arrival percentage. 
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WSF Recommendation: 

 Increase communication: WSF will emphasize the arrival window in our existing communication 
(confirmation page, 24 hour reminder, etc.) to decrease our late arrivals prior to summer. 

 Possible policy change: WSF is modifying all static text on schedules and pamphlets to remove the 30-90 
minute arrival window to be ready for a change if we find the existing arrival window begins negatively 
impacting our operations. 

 
Tiered Release of Space – Still Monitoring 

As stated in the reservation and ridership information, almost half of the reservations made through February 28 

were made within one day of their desired travel date (45%) and a majority of those were made within 7 days (81%).  

When we look at Tuesday, February 10 for Anacortes, we see that all sailings had available reservation space for a 

regular height vehicle within the same business day, with the exception of the 2:10 pm Sealth sailing to Friday 

Harbor. Those sailings that were fully or almost fully reserved had a majority of the space booked within 2 days. 

This shows that a majority of the sailings on a typical weekday allow locals to make last-minute travel plans. 

 

 
 

Looking at Friday, February 13, the start of the busy Presidents’ weekend, a majority of the sailings are being fully 

reserved, with the largest portion being booked in the two days prior to the sailing.  
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WSF recommends making no changes at this time and will continue monitoring the Tiered Release of Space through 

the summer. There are two main areas that should be reviewed post-summer. These potential changes could be 

made independently or done together. 

1) Increase first release to 60% and eliminate the second release: WSF has seen that the first release is rarely 

being fully reserved before the second release becomes available. The one time this has occurred is with 

the upcoming Memorial Day holiday travel week, which needs more space available upfront to meet visitor 

needs and avoid a negative impact on the local tourism. Locals have stated that they avoid traveling at these 

busy times, so there should not be an impact on their needs. In addition, this change would simplify the 

release of reservation spaces and meet the needs of the tourism industry without negatively impacting 

locals. 

2) Reduce the amount of the third release: In the last two days we make 30% of regular space and any 

unreserved tall space available, which means that up to 50% of reservation space is available in the last two 

days before sailing. Providing a majority of the reservation spaces closer to the sailing time has a negative 

impact on those who need to make plans further in advance. If this is done in conjunction with the 

elimination of the second release, then the first release would need to be greater than 60%. 

Early Arrivals – Increase Communication 

Approximately 10% of reservation holders are arriving at the terminal during staging for an earlier sailing.  When 

there is enough uncertainty as to whether the customer will get on their reserved sailing, some customers have 

requested that we not redeem their reservation so they can pull-out of the standby lane if they don’t get on the 

earlier sailing and return for their reserved sailing. This creates multiple operational challenges. WSF will emphasize 

with the terminal staff that the reservations must be redeemed and the guaranteed space will be forfeited once 

they are staged in the standby lanes. 
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Reservation Lockout Period – Still Monitoring 

Sixteen percent of respondents to the drive-up survey stated that they knew when they were going to travel less 

than three hours prior to their desired sailing. Reservations may not be made within three hours which forces these 

customers to travel standby. WSF would like to provide more flexibility to customers by reducing the reservation 

lockout period, but terminal staff request that we wait until after summer before we make the final decision. 

Upcoming Focus – Customer Experience 

WSF is focused on the following areas to improve the reservation program. 

Items completed and deployed in March 2015: 

 Account Login: Based on customer feedback, WSF is improving the account login process.  First, we will 
put the login button at the top of the page for better visibility. Second, we will provide a login button prior 
to the check-out process for those customers who forgot to login. 

 Remaining Rides on Wave2Go Receipts: The implementation of reservations highlighted an existing 
system issue where some Wave2Go receipts don’t show the remaining rides when a multi-ride card is 
used.  WSF worked with our ticketing system vendor and that the issue has been fixed. 

Items planned for completion in time for summer peak season: 

 Reservations at the Tollbooth: WSF had hoped to have reservations available at the Anacortes tollbooth 
in time for spring season, but due to project delays this won’t be ready until this summer.  We are still 
working out some of the technical “how to” pieces.  The Wave2Go ticketing system is a closed 
architecture system which does not allow us to integrate with the credit card reader or printer.  
Therefore, we will be required to put additional equipment in the tollbooth, which has limited space, in 
order to provide customers with a reservation. 

 Website Usability: WSF is working with a third party to do usability testing on our website to identify the 
areas we should modify to make the site easier to use for all customers. The goal is to have the first batch 
of improvements done prior to summer season. 

 Terminal Conditions (Know Before You Go): WSF is working to improve the data provided in the existing 

terminal conditions information. In addition, we are looking at what information can be provided on a 

new Friday Harbor and Orcas terminal page to let customers know how many spaces were not reserved to 

help with decisions on when to travel. We do not know when these will be completed. 
 Integration Voice Recognition (IVR) Phone System: WSF is working to upgrade the phone system and 

integrate it with our reservation system.  Customers wanting to make, change, or cancel their reservation 
will provide the initial information via the IVR and it will then be passed off to the customer service 
representative to finalize the transaction.  This should speed up the overall transaction time. 

 Staging Booth Tools: Additional tools are needed in the staging booth to help Anacortes staff manage the 
vehicles in the holding area. Terminal staff is currently working with our IT Developers to define the 
requirements. The idea is to provide  tools to help staff provide better communication on the likelihood 
customers without reservations will get on the next sailing and communicate to vessel staff  
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Upcoming Focus – 2015 Communications  
This phase of communications for the VRS on the Anacortes – San Juan Islands route will focus on preparing for 
peak summer 2015 travel to maximize the number of customers utilizing the system. We will also continue to 
champion the successes of the reservations program to date and encourage use of the system during all seasons.  
 
Communications activities will be built around anticipated peak travel times and include the following: 
 

Tool Purpose 

WSF Weekly Email Communicate reservation system milestones and successes; encourage 
reservations during peak travel times; and provide system updates. 

Press Releases Communicate reservations systems milestones and successes and emphasize 
the importance of making reservations. 

Media Ad Buys Print, digital and radio ads to communicate that reservations are available and 
recommended for summer sailings. 

Hotel Concierge Email Alert Communicate reservation system basics to hotels. 

Subscriber Travel Alerts Announce reservation tier release dates, remind customers to plan ahead 
especially during busy travel weekends. 

Posters on Vessels Encourage reservations for summer 2015 sailings. 

Social Media Encourage reservations for summer 2015 sailings. 
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SAN JUAN ISLANDS PARTNERSHIP GROUP 

Business Policies and Practices 

This document includes all major policies relevant to vehicle reservations for the San Juan Islands route.  These 

policies were reviewed by WSF and the SJI Partnership group prior to implementation. 

Reservations Departures and Destinations 

 Westbound from 

Anacortes (all 

domestic and 

international 

destinations) 

Westbound 

and 

Eastbound 

Inter-Island  

Eastbound 

from Friday 

Harbor to 

Anacortes 

Eastbound 

from 

Orcas to 

Anacortes  

Eastbound 

from 

Shaw to 

Anacortes 

Eastbound 

from Lopez 

to 

Anacortes 

Eastbound 

from Sidney 

B.C. to 

Anacortes 

Guest and 

Universal 

Account  
       

Executive 

(Commercial) 

Account       

Limited tall 

commercial 

vehicles 

As long as 

commercial 

vehicle is 

not carrying 

any freight 

Reservation Space Availability 

 WSF will make 90% of the vessel available for reservations both eastbound and westbound. 

 Existing eastbound allotments will be maintained, allowing reservations to be made up to 90% of each 

island’s allotment. 

 To allow equal access to reservations for all customers, reservation space will be released in stages: 

 

 

 

 Each tier release of space will open at 7am. 

 Unreserved tall space will be made available to regular height vehicles 48 hours prior to the sailing. 
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Customer Types 

Guest  

 Travelers who wish to make reservations but do not want to save their travel preferences may make 

reservations as a "guest" without setting-up an account.  

Universal Account 

 All customers who create an account with WSF will be considered "Universal" account holders, unless 

they have an existing Wave2Go business (commercial) account.  An account holder may choose to store 

their reservation holder information, vehicle size, and credit card information to allow a quicker 

reservation transaction. 

Executive Account 

 Customers with an active Wave2Go business (commercial) account will have an executive account setup 

automatically for traveling with reservations.  With an Executive Account, any no-show fees will be billed 

to their Wave2Go business account. 

Make, Change, Cancel, and No-Show  

Make 

 Reservations for a specific sailing may be made up until 3 hours prior to the sailing, provided there is 
space available.  

 Customers may make an unlimited number of reservations per sailing, provided there is space available. 

 To secure a reservation, customers must provide a debit or credit card. That card will not be charged 
unless the customer is a “no-show.” (See “No-Show” below) 

 Drive-up customers at Anacortes may make a new reservation at the tollbooth for the next available 
sailing. (Note: coming summer 2015.) 

Change 

 Unlimited changes are allowed before 5:00 pm of the day prior to sailing. 

 One change is allowed after 5:00 pm of the day prior to sailing, as long as it is 3 hours in advance of the 
reserved sailing.  

Cancel 

 Unlimited cancelations are allowed before 5:00 pm of the day prior to sailing. 

 Cancelations after 5:00 pm of the day prior to sailing will result in a no-show fee. 

Reservation Day Travel 

Arrival Window 

 Customers are asked to arrive 30 to 90 minutes prior to sailing departure time. 

 As long as customers arrive at the end of the line that approaches the terminal and/or terminal 

tollbooth within the proper arrival window, WSF will guarantee the reservation space. 
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 Early arrivals:  

o Customers may be asked to leave the terminal and return during proper arrival window.   

o If the terminal is staging for a different sailing time, then the reservation holder may be allowed 

on the earlier sailing if there is space available. 

o Customers who choose to stage as a standby customer on an earlier sailing will forfeit their 

guaranteed space on their reserved sailing. 

 Late arrivals: 

o Reservation holders who arrive less than 30 minutes prior to sailing departure time may not 

have their reservation honored and may be required to travel stand-by, which means they will 

be loaded after all stand-by traffic that has arrived prior to that customer. 

o Reservation holders who arrive after the sailing has departed will be allowed to travel on later 

sailings based on drive-up space availability. 

No-Show 

 Reservation holders who do not travel with their vehicle on the day of their reserved sailing will be 
charged a no-show fee equal to 25%-100% of the applicable fare. 

 Reservation holders that travel on the same day from the same terminal but on a different sailing than 
their reservation will be designated as having traveled that day and will not be charged a no-show fee. 

Wrong Sized Vehicles 

 A reservation holder arriving in a vehicle smaller than what was reserved will have their reservation 
honored and will be charged the fare appropriate for the smaller vehicle. 

 A reservation holder arriving in a vehicle that is larger than what was reserved: 

o Will be charged the fare appropriate for the larger vehicle. 

o If their reserved sailing is full, they may forfeit their reservation, and will be considered a no-
show and charged a no-show fee if they do not travel stand-by that day. 

Service Disruptions 

 In the event that a sailing is cancelled, WSF will communicate the cancellation(s) to customers via travel 
alerts (if you have stored your information with WSF), our website and the Highway Advisory Radio. No 
new reservations will be available for that day.  

 Customers with reservations who are affected by cancellations will not be charged the no-show fee if 
they choose not to travel. 

 Customers with reservations who choose to travel will still be prioritized once service is reinstated, 
though they may experience delays. 

 At the terminal, WSF will give boarding priority to reservation holders on the dock, then to standby 
customers who are already on the dock. The terminal will then operate on a first-come, first-served 
basis for reservation holders. Additional standby customers will be able to travel only after all 
reservation holders have been accommodated. 

Business Policies and Practices Not Included in This Document 

Terminal Operation Plans: Operation plans which explain the application of the above business practices at each 

terminal are kept in separate documents. These are guidelines for the terminal on how to stage vehicles based 

on their terminal layout. Terminal staff have the ability to modify the operating plan based on their operational 

needs. 
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SAN JUAN ISLANDS PARTNERSHIP GROUP 

Stakeholder Involvement Summary and 2015 Communications 

San Juan Islands Public Outreach 

Open House Presentations and Outreach at Island Events 

Since July 2014, Washington State Ferries (WSF) staff and partnership members have conducted 47 days 

of outreach, speaking with more than 3,000 residents and visitors in Anacortes, Lopez, Orcas, San Juan, 

and Shaw islands. They presented information about reservations at libraries, community centers, farmers 

markets, fairs, grocery stores, and terminals. Working with the San Juan Islands Visitors Bureau, WSF staff 

delivered vehicle reservation information to hospitality businesses on Lopez, Orcas, and San Juan islands. 

Marketing 

Marketing materials announcing that reservations would soon be available for the San Juan Islands routes 

included banners prominently displayed at Anacortes, Orcas, and Friday Harbor, and Seattle terminals and 

in downtown Anacortes; posters and brochures displayed on vessels and at terminals; videos played on 

vessels and in terminals with video capabilities; and text on tollbooth receipts at all terminals.  

Publicity about vehicle reservation outreach events included flyers sent to San Juan Islands media contacts 

and postcards mailed to residents. More than 38 national, state, and local newspaper articles and blog 

posts about vehicle reservations were published between May and February 2015. 

San Juan Islands Partnership Group 

WSF convened a San Juan Islands partnership group to discuss program policies, feasibility, 

implementation schedule, and other options. This group represents Anacortes, Lopez, Orcas, San Juan, 

and Shaw islands. There were 13 partnership meetings between October 24, 2012 and March 18, 2015. 

Partnership meetings are open to the public and include time for public comment at the end of each 

meeting. WSF staff provided outreach materials to partnership members to make presentations about 

vehicle reservations to community groups. 

Community Meetings 

Twice annually, WSF hosts a series of community meetings throughout the service area to discuss current 

ferry system issues. Vehicle reservations for the San Juan Islands route was on the agenda at all nine of 

the San Juan Islands community meetings hosted since 2011. 

Terminal Staff and Contract Agent Outreach 

Anacortes Terminal 

In November 2014, Anacortes terminal supervisors received over 20 hours of training and developed a 

presentation to share with WSF management and staff.  In November 2014, 39 Anacortes Terminal staff 

members received at least two hours of training. Trainings included information about holding area 

layout, service disruption operating plan, and reservation business policies and practices. Over the last 

two years, reservation implementation staff members had four meetings with Anacortes Terminal 

supervisors and five meetings with Anacortes staff. Additionally, since 2012, a reservation representative 

has been assigned to work with the Anacortes terminal on a regular basis to disseminate information to 

supervisors and staff and solicit ongoing input. 



SAN JUAN ISLANDS PARTNERSHIP GROUP 
STAKEHOLDER INVOLVEMENT SUMMARY AND 2015 COMMUNICATIONS 
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San Juan Islands Terminals 

Since 2012, reservation implementation staff members have met with each island’s contract agents a 

minimum of six times. All contract agents are invited to participate at San Juan Islands community 

partnerships events, and they have attended when there are discussions around their specific terminal. 

2015 Communications 

This phase of communications for the vehicle reservation system on the Anacortes – San Juan Islands 

route will focus on preparing for peak summer 2015 travel to maximize the number of customers utilizing 

the system. We will also continue to champion the successes of the reservations program to date and 

encourage use of the system during all seasons. 

Communication activities will be built around anticipated peak travel times and include the following: 

Tool Purpose 

WSF Weekly Email Communicate reservation system milestones and successes; encourage 

reservations during peak travel times; and provide system updates. 

Press Releases Communicate reservations systems milestones and successes and 

emphasize the importance of making reservations. 

Media Ad Buys Print, digital and radio ads to communicate that reservations are 

available and recommended for summer sailings. 

Hotel Concierge Email Alert Communicate reservation system basics to hotels. 

Subscriber Travel Alerts Announce reservation tier release dates, remind customers to plan 

ahead especially during busy travel weekends. 

Posters on Vessels Encourage reservations for summer 2015 sailings. 

Social Media  
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San Juan Islands – Save A Spot vehicle reservations media tally  

Date Publication Headline Link  Pos/Neg/Neutral 

3/6/15 KING 5 
Islanders say they’re being 
left behind by ferry 
reservations 

http://www.king5.com/story/news/l
ocal/2015/03/05/ferry-reservations-
friday-harbor-anacortes/24458977/ 

Negative/Neutral 

2/26/15 
San Juan Island 
Update 

Thousands of ferry riders 
reserving spots to San 
Juan Islands 

http://sanjuanupdate.com/2015/02
/thousands-of-ferry-riders-
reserving-spots-to-san-juan-islands/ 

Positive 

2/26/15 Orcas Issues 
Thousands of ferry riders 
reserving spots to San 
Juan Islands 

http://orcasissues.com/thousands-
ferry-riders-reserving-spots-san-
juan-islands 

Positive 

2/26/15 
The Snohomish 
Times 

Ferry riders reserving 
spots to San Juan Islands 

http://snohomishtimes.com/snoho
mishNEWS.cfm?inc=story&newsID=
3733 

Positive  

2/16/15 
The Georgia 
Straight 

Craig Romano takes us day 
hiking in the San Juan and 
Gulf islands 

http://www.straight.com/life/39220
1/craig-romano-takes-us-day-hiking-
san-juan-and-gulf-islands 

Neutral 

2/6/2015 San Juan Islander 
WSF: Tips about 
reservations 

http://www.sanjuanislander.com/o
pinion/letters/18096  

Positive 

2/6/2015 
Orcas Issues 
News & Views 

WSF: Book now for the 
holidays 

http://orcasissues.com/category/ne
ws/ferries 

Positive 

2/6/2015 
San Juan Islander 
(Gadget Gal) 

Reservations about ferry 
reservations? It’s a win-
win situation 

http://www.sanjuanislander.com/co
lumnists/gadget-
gal/18097/reservations-about-ferry-
reservations-it-s-a-win-win-situation 
 

Neutral/Positive 

2/5/2015 
Seattle Times 
(blog) 

One-month anniversary: 
Reservations are new on 
San Juan ferry runs 

http://blogs.seattletimes.com/north
westtraveler/2015/02/05/one-
month-anniversary-reservations-
are-the-new-thing-on-san-juan-
ferry-runs/ 

Positive  

1/30/2015 TripAdvisor.com 

(five-star review) 
Reservations now 
available to San Juan 
Islands 

http://www.tripadvisor.com/ShowU
serReviews-g60878-d563102-
r251795202-
Washington_State_Ferries-
Seattle_Washington.html#REVIEWS 

Positive  

1/16/2015 
Friday Harbor 
Now 

Ferry News – Vehicle 
Reservations System 
Update 

http://www.fridayharbornow.com/f
errynews.htm 

Neutral 

1/14/2015 Go Anacortes 
Reservation system in 
place for ferry service to 
San Juans 

http://www.goanacortes.com/news
/article_ae6fbe8e-9b63-11e4-9e53-
a7e74190113a.html 

Neutral 
 

1/2/2015 WSDOT Blog 
Goodbye long ferry waits, 
hello vehicle reservations 

http://wsdotferries.blogspot.com/2
015/01/good-bye-long-ferry-waits-

Positive 

http://www.sanjuanislander.com/opinion/letters/18096
http://www.sanjuanislander.com/opinion/letters/18096
http://orcasissues.com/category/news/ferries
http://orcasissues.com/category/news/ferries
http://www.tripadvisor.com/ShowUserReviews-g60878-d563102-r251795202-Washington_State_Ferries-Seattle_Washington.html#REVIEWS
http://www.tripadvisor.com/ShowUserReviews-g60878-d563102-r251795202-Washington_State_Ferries-Seattle_Washington.html#REVIEWS
http://www.tripadvisor.com/ShowUserReviews-g60878-d563102-r251795202-Washington_State_Ferries-Seattle_Washington.html#REVIEWS
http://www.tripadvisor.com/ShowUserReviews-g60878-d563102-r251795202-Washington_State_Ferries-Seattle_Washington.html#REVIEWS
http://www.tripadvisor.com/ShowUserReviews-g60878-d563102-r251795202-Washington_State_Ferries-Seattle_Washington.html#REVIEWS
http://www.fridayharbornow.com/ferrynews.htm
http://www.fridayharbornow.com/ferrynews.htm
http://www.goanacortes.com/news/article_ae6fbe8e-9b63-11e4-9e53-a7e74190113a.html
http://www.goanacortes.com/news/article_ae6fbe8e-9b63-11e4-9e53-a7e74190113a.html
http://www.goanacortes.com/news/article_ae6fbe8e-9b63-11e4-9e53-a7e74190113a.html
http://wsdotferries.blogspot.com/2015/01/good-bye-long-ferry-waits-hello-vehicle.html
http://wsdotferries.blogspot.com/2015/01/good-bye-long-ferry-waits-hello-vehicle.html
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(to the San Juan Islands)! hello-vehicle.html 

1/2/2015 
Northwest Travel 
Magazine 

Save a Spot Reservations, 
Washington State Ferries 

http://nwtravelmag.com/save-spot-
reservations-washington-state-
ferries/ 

Positive 
 

12/29/2014 KUOW radio 

Frustrated with ferry 
backup? Now you can 
reserve a spot on San Juan 
routes 

http://kuow.org/post/frustrated-
ferry-backup-now-you-can-reserve-
spot-san-juan-routes 

Positive 

12/26/2014 The Seattle Times 
San Juan ferry reservations 
available now 

http://seattletimes.com/html/localn
ews/2025316225_ferryreservationsx
ml.html 

Neutral  

12/25/2014 Q13 

State Ferries: Winter 
sailing schedule starts 
Sunday; new option on 
travel to the San Juans 

http://q13fox.com/2014/12/25/stat
e-ferries-winter-sailing-schedule-
starts-sunday-new-offer-on-travel-
to-san-juans/ 

Neutral  

12/25/2014 
The Snohomish 
Times 

Winter sailing schedule 
starts Dec. 28 

http://www.snohomishtimes.com/s
nohomishNEWS.cfm?inc=story&new
sID=3652 

Positive 

11/18/2014 Islands’ Sounder 
Questions remain as ferry 
reservation program nears 
launch date 

http://www.islandssounder.com/ne
ws/283065121.html 

Positive 
 

10/29/2014 Islands’ Sounder 
Facts about ferry 
reservations (Guest 
column) 

http://www.islandssounder.com/opi
nion/280681722.html 

Neutral 

10/10/2014 
The Journal of the 
San Juan Islands 

WSF reservations to debut 
in December, like it or 
not…many don’t 

http://www.sanjuanjournal.com/ne
ws/278840011.html# 

Neutral  

10/7/2014 
The Islands’ 
Sounder 

Ferry reservations – cause 
for concern? 

http://www.islandssounder.com/ne
ws/278313631.html# 

Neutral  

10/3/2014 Islands' Sounder 
Ready for ferry 
reservations?  

http://www.islandssounder.com/co
mmunity/277511021.html 

Neutral  

9/22/2014 San Juan Islander 
12 things you need to 
know about ferry 
reservations 

http://www.sanjuanislander.com/ne
ws-articles/ferries/17119  

Neutral 

9/19/2014 The Oregonian 

Washington, B.C. ferries 
add beauty to island 
vacation; San Juan Islands 
reservations due for 2015 

http://www.oregonlive.com/travel/i
ndex.ssf/2014/09/washington_bc_f
erries_add_beau.html 

Neutral  

9/17/2014 
Journal of the San 
Juans 

Reservations about 
reservations (Opinion 
section) 

http://www.sanjuanjournal.com/opi
nion/275477671.html  

Negative 
 

9/4/2014 
Friday Harbor 
Now 

New ferry vehicle 
reservation system 
website 

http://www.fridayharbornow.com/f
errynews.htm 

Positive 
 

8/28/2014 San Juan Islander SJFAC asking for feedback http://www.sanjuanislander.com/ne Positive  

http://wsdotferries.blogspot.com/2015/01/good-bye-long-ferry-waits-hello-vehicle.html
http://nwtravelmag.com/save-spot-reservations-washington-state-ferries/
http://nwtravelmag.com/save-spot-reservations-washington-state-ferries/
http://nwtravelmag.com/save-spot-reservations-washington-state-ferries/
http://kuow.org/post/frustrated-ferry-backup-now-you-can-reserve-spot-san-juan-routes
http://kuow.org/post/frustrated-ferry-backup-now-you-can-reserve-spot-san-juan-routes
http://kuow.org/post/frustrated-ferry-backup-now-you-can-reserve-spot-san-juan-routes
http://seattletimes.com/html/localnews/2025316225_ferryreservationsxml.html
http://seattletimes.com/html/localnews/2025316225_ferryreservationsxml.html
http://seattletimes.com/html/localnews/2025316225_ferryreservationsxml.html
http://www.snohomishtimes.com/snohomishNEWS.cfm?inc=story&newsID=3652
http://www.snohomishtimes.com/snohomishNEWS.cfm?inc=story&newsID=3652
http://www.snohomishtimes.com/snohomishNEWS.cfm?inc=story&newsID=3652
http://www.islandssounder.com/news/283065121.html
http://www.islandssounder.com/news/283065121.html
http://www.islandssounder.com/opinion/280681722.html
http://www.islandssounder.com/opinion/280681722.html
http://www.sanjuanjournal.com/news/278840011.html
http://www.sanjuanjournal.com/news/278840011.html
http://www.islandssounder.com/news/278313631.html
http://www.islandssounder.com/news/278313631.html
http://www.islandssounder.com/community/277511021.html
http://www.islandssounder.com/community/277511021.html
http://www.sanjuanislander.com/news-articles/ferries/17119
http://www.sanjuanislander.com/news-articles/ferries/17119
http://www.sanjuanjournal.com/opinion/275477671.html
http://www.sanjuanjournal.com/opinion/275477671.html
http://www.sanjuanislander.com/news-articles/ferries/90
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on ferry reservations ws-articles/ferries/90 

8/22/2014 
The Islands’ 
Sounder 

WSF talks about 
reservations 

http://www.islandssounder.com/co
mmunity/272305711.html 

Neutral  

8/1/2014 
Journal of the San 
Juans 

Find out more about 
Ferries reservation plan 

http://www.sanjuanjournal.com/ne
ws/269122461.html 

Neutral  

8/1/2014 Seattlemet.com 
Getting there: Beat the 
Ferry! 

http://www.seattlemet.com/travel-
and-outdoors/everything-guide-to-
the-san-juan-islands/articles/san-
juans-ferry-tips-august-2014 

Neutral 

7/30/2014 SJIferrygroup.com 
Vehicle reservation system 
information website 

http://sjiferrygroup.com/2014/07/3
0/vehicle-reservation-system-
information-website/ 

Neutral 

7/25/2014 The Urbanist 
WSF to provide 
reservations for San Juan 
Ferries in 2015 

http://www.theurbanist.org/2014/0
7/25/wsf-to-provide-reservations-
for-san-juan-ferries-in-2015/ 

Positive 

7/19/2014 Seattle Met 

Beat the ferry – How to 
survive the hardest part of 
the San Juans: getting 
there  

Seattle Met, Aug. 
2014, Beat the Ferry.pdf

 

Neutral 

7/11/2014 
Puget Sound 
Business Journal 

Got a reservation? State 
ferry system plans to start 
signups for San Juan 
Islands run 

http://www.bizjournals.com/seattle
/blog/2014/07/got-a-reservation-
state-ferry-system-plans-
to.html?page=all 

Neutral 

7/11/2014 
Seattle Times – 
Northwest 
Traveler 

Vehicle Reservations 
coming for ferries to San 
Juan Islands 

http://blogs.seattletimes.com/north
westtraveler/2014/07/11/vehicle-
reservations-coming-for-ferries-to-
san-juan-islands/  

Positive/Neutral 
 

5/27/2014 
The Islands’ 
Sounder 

Reservations coming to 
San Juan Islands’ routes 

http://www.islandssounder.com/ne
ws/260832241.html 

Neutral  
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http://www.islandssounder.com/community/272305711.html
http://www.sanjuanjournal.com/news/269122461.html
http://www.sanjuanjournal.com/news/269122461.html
http://www.seattlemet.com/travel-and-outdoors/everything-guide-to-the-san-juan-islands/articles/san-juans-ferry-tips-august-2014
http://www.seattlemet.com/travel-and-outdoors/everything-guide-to-the-san-juan-islands/articles/san-juans-ferry-tips-august-2014
http://www.seattlemet.com/travel-and-outdoors/everything-guide-to-the-san-juan-islands/articles/san-juans-ferry-tips-august-2014
http://www.seattlemet.com/travel-and-outdoors/everything-guide-to-the-san-juan-islands/articles/san-juans-ferry-tips-august-2014
http://sjiferrygroup.com/2014/07/30/vehicle-reservation-system-information-website/
http://sjiferrygroup.com/2014/07/30/vehicle-reservation-system-information-website/
http://sjiferrygroup.com/2014/07/30/vehicle-reservation-system-information-website/
http://www.theurbanist.org/2014/07/25/wsf-to-provide-reservations-for-san-juan-ferries-in-2015/
http://www.theurbanist.org/2014/07/25/wsf-to-provide-reservations-for-san-juan-ferries-in-2015/
http://www.theurbanist.org/2014/07/25/wsf-to-provide-reservations-for-san-juan-ferries-in-2015/
http://www.bizjournals.com/seattle/blog/2014/07/got-a-reservation-state-ferry-system-plans-to.html?page=all
http://www.bizjournals.com/seattle/blog/2014/07/got-a-reservation-state-ferry-system-plans-to.html?page=all
http://www.bizjournals.com/seattle/blog/2014/07/got-a-reservation-state-ferry-system-plans-to.html?page=all
http://www.bizjournals.com/seattle/blog/2014/07/got-a-reservation-state-ferry-system-plans-to.html?page=all
http://blogs.seattletimes.com/northwesttraveler/2014/07/11/vehicle-reservations-coming-for-ferries-to-san-juan-islands/
http://blogs.seattletimes.com/northwesttraveler/2014/07/11/vehicle-reservations-coming-for-ferries-to-san-juan-islands/
http://blogs.seattletimes.com/northwesttraveler/2014/07/11/vehicle-reservations-coming-for-ferries-to-san-juan-islands/
http://blogs.seattletimes.com/northwesttraveler/2014/07/11/vehicle-reservations-coming-for-ferries-to-san-juan-islands/
http://www.islandssounder.com/news/260832241.html
http://www.islandssounder.com/news/260832241.html

