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PORT TOWNSEND – COUPEVILLE PARTNERSHIP GROUP 
Analysis of Customer Input Survey Results 

OVERVIEW OF SURVEY RESPONDENTS 
In order to better understand customer response to the new Save a Spot reservation system and target 

improvement efforts, WSF sent a survey to approximately 4,500 customers who made a reservation for 

travel between June 30, 2012 and July 8, 2012. In total, 1,173 customers took the survey, for a response 

rate of 25%. The exhibits below show which routes and account types the survey respondents used. 

Exhibit 1 
Respondents by Route 

Exhibit 2 
Respondents by Account Type 

 

n = 1,173 respondents 

 

n = 1,173 respondents 

In the comments, many customers stated they didn't know which account type they used. 

MAKING A RESERVATION 
Exhibit 3 and Exhibit 4 show how survey respondents that made a reservation online rated the website 

on how easy it was to use. This chart only shows survey respondents that made or attempted to make a 

reservation online – 9% of respondents did not use the website to make a reservation. 

Exhibit 3 
Website Ease of Use by Route 

Exhibit 4 
Website Ease of Use by Account Type 

  

 

 

 

 

 

Exhibit 5 and Exhibit 6 show how survey respondents that spoke with a Customer Service Agent to make 

their reservation rated their customer service experience. About 27% of survey respondents spoke with 

a Customer Service Agent. 
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Exhibit 5 
Phone Service Experience by Route 

Exhibit 6 
Phone Service Experience by Account Type 

 
 

CHANGING OR CANCELING A RESERVATION 
Exhibit 7 and Exhibit 8 show how respondents that made a change or cancelation via the website rated 

the site’s ease of use. Overall, about 15% of respondents made a change or cancelation, and about 64% 

of the respondents that made a change or cancelation did so via the website. 

Exhibit 7 
Change/Cancelation via Website 

Ease of Use by Route 

Exhibit 8 
Change/Cancelation via Website 

Ease of Use by Account Type 
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CHECKING IN AT THE TERMINAL 
Exhibit 9 shows how respondents felt about the clarity of the reservation check-in process. Survey 

respondents were asked if they knew in advance about specific aspects of check-in, such as when to 

arrive, what they should bring, that their deposit would be credited toward their fare, and that they 

would owe some additional fare at the tollbooth. 

Exhibit 9 
Clarity of Reservation Check-in Process 

 

 

Exhibit 10 and Exhibit 11 show whether or not survey respondents brought their printed confirmation 

page or printed barcode to the terminal, by route and by account type. 

Exhibit 10 
Printed Confirmation/Barcode by Route 

Exhibit 11 
Printed Confirmation/Barcode by Account 

Type 
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Exhibit 12 and Exhibit 13 show whether or not survey respondents thought the tollbooth operator 

processed their transaction easily. 

Exhibit 12 
Easy Tollbooth Transaction Processing 

by Route 

Exhibit 13 
Easy Tollbooth Transaction Processing 

by Account Type 

 

 

 

Exhibit 14 and Exhibit 15 show how survey respondents rated their reservation check-in experience 

overall, by route and by account type. 

Exhibit 14 
Overall Check-in Experience by Route 

Exhibit 15 
Overall Check-in Experience by Account Type 
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OPEN-ENDED RESPONSES 
This section documents the range of responses received for open-ended questions in the survey. Exhibit 

16 shows the breakdown of responses to the question “Please describe what you like best about the 

new reservation system.” Customers provided over 750 responses to this question. Responses were 

reviewed and aggregated into the categories used in Exhibit 16. Some responses were counted in 

multiple categories. 

Exhibit 16 
What Respondents Like Best about the Reservation System 

 

The most common response “Easy to Use and Clear” included appreciation for the clarity of website 
instructions and overall ease of use. The second most common category, “Guaranteed Spot,” included 
many responses about the value of being able to make travel plans and peace of mind knowing one 
would be able to make a sailing. 

A few other categories of note include: 

 Various Website Features. Comments in this category included appreciation for the following 

features, among others: 

o Seeing space availability for reservation spots and stand by spots. 

o The convenience of having account information stored in the system. 

o Availability of sailing schedule and tide information. 

o Being able to track reservations and account activity online. 

o Website layout and navigation – numbered steps and drop-down menus. 

 Other System Features. Comments in this category included appreciation for the following features, 

among others: 

o Flexible change and cancellation policies and ability to do this online. 

o Printed confirmation pages. 
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o The ability to reserve far in advance as well as on short notice. 

o The ability to reserve round trips and multiple trips. 

o The system works on smart phones. 

o Deposits being honored anytime during the sailing day (for both early arrivers and those that 

missed a sailing). 

 Like Deposit. This category included appreciation for two aspects of the deposit feature: 

o That the reservations are free and the deposit is applied to the final fare. Many compared this to 

BC Ferries which charges for reservations. 

o That the deposit reduces the number of false reservations, a problem under the previous Port 

Townsend-Coupeville reservation system. 

Exhibit 17 shows the breakdown of responses to the question “please describe how we can improve the 

reservation system. Are there any additional features you would like to see?”  Customers provided over 

500 responses to this question. Responses were reviewed and aggregated into the categories shown in 

Exhibit 17. Some responses were counted in multiple categories.  

Exhibit 17 
Topic Areas Suggested for System Improvement 

 

The most common responses related to improving communication to the customer and improving the 

general usability of the website. With these broad categories there were many specific comments, the 

most common of which were: 

 More/better communication. Comments in this category included, among others: 

o Wanting more clarity on how much additional money will be owed at the tollbooth. 

o Wanting more descriptions/direction to help determine if a vehicle is under 14’. 

o Wanting more information on how far in advance customers should arrive at the terminal. 
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o Wanting the printout to contain more or clearer information, such as departure times, 

directions, arrival time windows, improved formatting, etc. 

 Improve website usability. Comments in this category included, among others: 

o Wanting an easier or more clear process to book a round trip. 

o Wanting an easier process to change or cancel a reservation. 

o Confusion about setting up an account of whether or not an account is needed at all. 

o Reducing the amount of scrolling and redundant buttons, and generally clearer site navigation. 

o Clearer instructions for password requirements when setting up an account. 

A few other categories of note are: 

 Don’t require deposit/credit card. This category has two main buckets: 

o Some people do not want to pay upfront because they risk losing their deposit or it’s financially 

difficult to pay up front for more than one trip at a time. 

o Some people do not want to provide their credit card information online due to privacy 

concerns. 

 All other topics. Comments in this category were extremely varied, and included but were not 

limited to: 

o Offering reservations on more routes. 

o Allowing bulk or recurring reservations or reservations more than one month in advance. 

o Allow customers to arrive later and still guarantee a reservation. 

o Allow additional methods of payment, such as ORCA, Good To Go!, Paypal, or multi-ride cards. 


