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Section 1

Introduction

1.1 Project Information

The San Francisco Bay Area Water Emergency Transportation Authority (WETA) is a regional
public transit agency providing a public water transportation system in the Bay Area. WETA
provides ferry service under the San Francisco Bay Ferry brand connecting San Francisco with the
East Bay and North Bay, and South San Francisco with the East Bay. WETA operates the
San Francisco Bay Ferry using nine terminals located in the cities of Alameda, Oakland, San
Francisco, South San Francisco, and Vallejo - three are located in San Francisco (the San Francisco
Ferry Building, Pier 41, and AT&T Park Terminals), two in Alameda (the Alameda Main Street and
Harbor Bay Terminals), two in Vallejo (the Vallejo and Mare Island Terminals), and one each in
Oakland and South San Francisco. The San Francisco Bay Ferry operates year-round service for the
following four routes:

®  Alameda/Oakland - San Francisco Ferry Building/Pier 41 (Alameda/Oakland): Weekday and
weekend service

= Harbor Bay - San Francisco Ferry Building (Harbor Bay): Weekday commute service
= Alameda/Oakland - South San Francisco (South San Francisco): Weekday commute service
= Vallejo - San Francisco Ferry Building or Pier 41 (Vallejo): Weekday and weekend service

The San Francisco Bay Ferry also provides seasonal service between Alameda/Oakland, Vallejo and
AT&T Park during baseball games and other events. The existing ferry routes and terminals are
illustrated in Figure 1-1.

WETA conducts its triennial systemwide on-board passenger survey to gather passenger feedback
about the San Francisco Bay Ferry’s performance and facilities; understand the service/catchment
area of each route; review ferry operations; and plan adjustments or improvements to its services,
facilities, and connectivity to terminals. This report provides a summary of the results from the
2017 On-board Passenger Survey, the third such survey conducted by WETA.
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Figure 1-1 San Francisco Bay Ferry Routes and Terminals

1.2 Data Collection Overview

1.2.1 Survey Routes

The 2017 On-Board Passenger Survey was conducted for the four major ferry routes mentioned
above.

1.2.2 Survey Methodology
The survey was conducted based on guidelines provided by WETA. The survey:

= Was paper-based,
= Targeted a total of 1,500 completed surveys,
= Was conducted on eight days - six weekdays and two weekend days,

= Sampled weekday commute trips for each ferry route on two of the four weekday survey
days. The survey of weekday commute trips:

e Was conducted during the evening peak period (3:30 p.m. to 7:30 p.m.), focusing on
commute trips in both the primary and reverse commute directions, and

e Included each major evening peak period trip at least once per route.

1-2



Section 1 e Introduction

®  Sampled mid-day trips on two routes (Alameda/Oakland and Vallejo routes). The survey of
mid-day trips:

e Targeted 100-200 completed surveys,

e Included one mid-day trip (1 p.m. or 2 p.m.) on each of the four weekday survey days for
the Alameda/Oakland route, and

e Included the 2:30 p.m. ferry trip and the 3:30 p.m. ferry trip on two days for the Vallejo
route.

= Sampled weekend trips on two routes (Alameda/Oakland and Vallejo routes). The survey of
weekend trips:

e Was conducted on a Saturday and Sunday,

e Targeted 150-300 completed surveys,

e Included 5 of the 14 round trips on a weekend day for the Alameda/Oakland route, and
e Included 3 of the 5 round trips on a weekend day for the Vallejo route.

The trips identified for surveying were selected to achieve a representative cross section of riders
from each route that covered most time periods, including weekday commute, weekday mid-day,
and weekend. The surveys along the South San Francisco route were conducted in January 2018
(23rd and 24t), while those along the remaining routes were conducted in November 2017 (8th, 9th,
11th, 12th, 15t and 16th). The survey sampling plan is included in Appendix A.

The survey questionnaire was developed by WETA. For patrons who may not be comfortable
communicating in English, survey questionnaires in Spanish and Cantonese languages were also
developed by WETA. The survey questionnaires are included in Appendix B.

The on-board surveys were administered by National Data & Surveying (NDS) by distributing
survey questionnaires to ferry patrons and collecting them upon completion.

1.3 Data Analysis Methodology

The survey data was evaluated and summarized by ferry route. The survey was conducted for a
sample of ferry patrons intended to sufficiently represent all routes for weekday and weekend
riders. This sample, however, may not be representative of the overall ferry ridership. As such, to
extrapolate the survey results to include non-surveyed patrons, generalize the survey results for
the whole ferry patronage, and obtain reliable conclusions from the survey, the survey results were
weighted by ferry route and for weekday versus weekend data. Survey results are typically
weighted when it is required to:

= Have the survey statistics be representative of the underlying population, or

= Compensate for over- or under-sampling of specific cases or for disproportionate
stratification.
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Weighting the survey involves developing weighting factors for segments of the survey data by
comparing it to total ridership data. The ferry route and day of the week of survey responses were
the variables used for this segmentation. WETA provided average weekday and weekend ferry
ridership for each line from November 2017 passenger counts. By comparing this ridership with
the surveys collected, weighting factors were developed for each ferry line and for weekend or
weekday riders.

For example, the average weekday ridership for the Alameda/Oakland route is 3,188 passengers,
while 401 weekday survey responses were collected for this route. The weighting factor applied to
weekday surveys for this route is 7.95 (3,188/401), or the average number of riders per survey
response. The weighting factors used for all of the ferry routes surveyed are provided in Table 1-1.

Table 1-1 Weighting Factors

Number of Survey
Ferry Route Responses

Ferry Ridership!? Weighting Factor

Weekday Weekend Weekday Weekend Weekday = Weekend

Alameda/Oakland Route 401 585 3,188 2,381 7.95 4.07
Vallejo Route 384 71 2,988 1,120 7.78 15.77
South San Francisco Route 271 N/A? 571 N/A2 2.11 N/A?
Harbor Bay Route 232 N/A? 1,321 N/A2 5.69 N/A?
Notes:

1From November 2017.
2There is no weekend service along this route.

Individual survey responses were then multiplied by these weighting factors, so that when
summed, the total number of responses would equal the total ridership. By weighting the survey
results, totals and percentages for summary statistics better reflect the overall demographics and
preferences of ferry riders.
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Survey Findings

A total of 1,944 surveys (1,168 weekday evening, 120 weekday mid-day, and 656 weekend
surveys) were collected as part of the 2017 On-Board Passenger Survey. These surveys exceeded
the goal of 1,500 surveys, including 100-200 weekday mid-day and 150-300 weekend surveys.
The results obtained by evaluating the survey data using weightage factors are discussed in this
chapter. The weighted survey results are segregated and illustrated by ferry route.

2.1 Demographics
2.1.1 Gender

The gender distribution of ferry passengers is provided in Figure 2-1.

100%

80%
60%
40%
20%

0%

Alameda/Oakland Vallejo Route South SF Route ~ Harbor Bay Route Overall
Route

Percent of Passengers

H Female ™ Male ® Non-Binary

Figure 2-1 Gender Distribution by Route

Key Results

®=  The overall gender distribution is 54 percent female, 46 percent male, and 1 percent non-
binary.

= Female riders outnumber male riders on every route except South San Francisco (47
percent female versus 51 percent male).
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2.1.2 Age
The distribution of rider’s age by ferry route is illustrated in Figure 2-2.
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Figure 2-2 Age Distribution by Route

Key Results

= Qverall, the majority (about 70 percent) of the riders are between 25 and 54 years of age.
Of the remaining 30 percent, about 16 percent are from the 55-64 age group, 8 percent are
65 years and older, 5 percent are from the 18-24 age group, and the rest are 17 years and
younger.

® In the 25-54 age group, the South San Francisco and Vallejo routes have the highest and
lowest proportion of riders at 87 percent and 60 percent, respectively.

= The Vallejo and Alameda/Oakland routes have the highest percent of senior (65+) riders,
about 10 percent. In the other two routes, senior citizens constitute three percent or less.

2.1.3 Race/Ethnicity

The distribution of race/ethnicity of ferry patrons is shown in Figure 2-3. Overall, Caucasian
riders constitute the majority (about 60 percent), followed by Asian/ Pacific Islander riders at 15
percent, Hispanic/Latino riders at 10 percent, African American riders at 6 percent, Native
American riders at 1 percent, and others at 2 percent. About six percent of the riders have more
than one race/ethnicity.

Typically, ferry riders’ race/ethnicity is consistent with the demographics of the communities the
ferry serves. However, Caucasians are slightly overrepresented and Asian/Pacific Islanders are
underrepresented, especially on the Alameda/Oakland and Vallejo services. African Americans
are underrepresented on the Alameda/Oakland service.
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Figure 2-3 Race/Ethnicity by Route

2.1.4 Annual Household Income
The distribution of rider’s annual household income is illustrated in Figure 2-4.
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Figure 2-4 Annual Household Income by Route

Key Results

= Qverall, six percent of ferry riders have an annual household income of less than $50,000,
13 percent each in the $50,000-$75,000 and $75,000-$100,000 ranges, 23 percent in the
$100,000-$150,000 range, 20 percent in the $150,000-$200,000 range, and 25 percent
more than $200,000.
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Ferry rider’s household income is inconsistent with the demographics of the communities
that the ferry serves. Those with an annual household income of <$50K are
underrepresented across all routes while those with an annual household income of
>$150K are overrepresented across all routes.

2.1.5 Smartphone Ownership

The distribution of smartphone ownership of ferry patrons is shown in Figure 2-5. About 97
percent of riders have a smartphone. About 3-4 percent of riders, especially on the Vallejo and
Alameda/Oakland routes do not own a smartphone.

Percent of Passengers

100%
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40%
20%

0%

Alameda/Oakland Vallejo Route South SF Route  Harbor Bay Route Overall
Route

H Has Smartphone ® No Smartphone

Figure 2-5 Smartphone Ownership by Route

2.1.6 English Proficiency

In general, about 94 percent of the riders speak English very well. The distribution of riders who
are not highly proficient in English is illustrated in Figure 2-6.

Key Results

2-4

Of the 6 percent riders who are not proficient in English, 4 percent understand English well,
while the remaining 2 percent don’t understand English well or at all.

Ferry riders speak 24 unique languages.

The five most common foreign languages spoken by ferry riders are Spanish, Cantonese,
Mandarin, Tagalog, and French.

Three riders responded using foreign language surveys, one in simplified Chinese and two
in Spanish.
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Figure 2-6 Riders Non-Proficient in English

2.2 Ferry Usage

2.2.1 Visitor Distribution

The distribution of visitors, defined as passengers residing outside of the San Francisco Bay Area,
by ferry route is shown in Figure 2-7. The Vallejo and Alameda/Oakland routes have about 12
percent of visitors. The South San Francisco and Harbor Bay routes, as commute service only
routes, have low proportion of visitors, about one percent.
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12%
10%
8%
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Figure 2-7 Visitor Distribution by Route
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2.2.2 Frequency of Ferry Use

The distribution of riders’ frequency of ferry use is provided in Figure 2-8.
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Figure 2-8 Frequency of Ferry Use by Route
Key Results

= Systemwide, about 69 percent ride three days or more per week, suggesting that they are
regular riders who use ferry as their first choice for commuting. This ratio is higher in the
South San Francisco and Harbor Bay routes (about 92 percent), since they operate
primarily during weekday commute periods.

= About eight percent of passengers ride the ferry one-two days a week, representing choice
riders who use ferry as one of their commute options. This proportion is slightly lower in
the South San Francisco and Harbor Bay routes (about five percent) compared to the other
two routes (about nine percent).

= More than one-fourth of the passengers (about 25-30 percent) on the Alameda/Oakland
and Vallejo routes are occasional passengers, riding three days a month or less. These
represent non-commute trips.

®  Qverall, first-time riders constitute about three percent of the patronage.
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2.2.3 Ridership Years of Ferry Use

The distribution of ridership years of ferry use is presented in Figure 2-9.
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Figure 2-9 Ridership Years of Ferry Use

Key Results

= Almost half (about 47 percent) of the passengers started riding the ferry within the last two
years.

®=  The South San Francisco route has the highest percentage of passengers who have started
riding the ferry within the last two years (about 55 percent).

= The Vallejo route has the longest tenured passengers, with 22 percent having ridden the
ferry for longer than 10 years. Another 14 percent of Vallejo riders have ridden the ferry
for 6-10 years.
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2.2.4 Reasons for Ferry Use

Riders’ reasons for riding a ferry are illustrated in Figure 2-10. These include multiple selections
by passengers.
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Figure 2-10 Reasons for Ferry Use

Key Results

= Qverall, the main reasons for choosing the ferry include ride quality, relaxation, ability to
multitask, faster travel, and avoidance of traffic/parking.

®= The Alameda/Oakland route has the highest proportion of sightseeing riders, about 22
percent; the remaining routes have 7 percent or fewer sightseeing riders.

= Faster travel is a higher priority for riders of the Harbor Bay route compared to riders of
other routes.

2.3 Trip Characteristics
2.3.1 One-Way Trips

The distribution of one-way versus round trips is shown in Figure 2-11. Overall, about 18
percent of riders took one-way trips. The Vallejo route has the highest proportion at 25 percent.
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Figure 2-11 One-Way Trips by Route

2.3.2 Ticket Type
The distribution of ticket type used by passengers is shown in Figure 2-12.

Key Results

= Qverall, about 71 percent of passengers use a Clipper Card, 17 percent use a single-ride
ticket, 9 percent use a monthly pass, and 3 percent use other options.

®=  The proportion of passengers using a Clipper Card is the highest on the South San Francisco
and Harbor Bay routes, about 97 percent.
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Figure 2-12 Ticket Type by Route
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= The monthly pass is offered exclusively for the Vallejo route and is used by about 25
percent of riders.

= About 20 percent of the riders on the Alameda/Oakland and Vallejo routes use a single-ride
ticket. For the remaining two routes, this distribution is low, about three percent.

2.3.3 Fare Type

The majority of the ferry riders, about 85 percent, use the “adult” fare. The distribution of non-
adult fare type used by passengers is shown in Figure 2-13.
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Figure 2-13 Non-Adult Fare Type by Route

Key Results

®=  Ferry routes operating primarily during the weekday commute periods (South San
Francisco and Harbor Bay routes) have higher proportion of riders using the “adult” fare
type, about 98 percent. For the other two routes, this proportion is in the 78-86 percent
range.

® “Senior” fare type is the most common non-adult fare type used by patrons. The Vallejo
route has the highest percent of riders using this fare type, about 11 percent, followed by
the Alameda/Oakland route at 8 percent.

= “Youth” fare type is primarily used by riders on the Alameda/Oakland route, about eight
percent, and Vallejo route, about 10 percent.

B “Disabled/Medicare” fare type is mostly used by riders on the Vallejo route, about four
percent. On other routes, less than one percent of patrons use this fare type.
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2.3.4 Ferry Terminal Access

A summary of transportation modes used to access the ferry terminals during the evening peak
period is provided in Figures 2-14 and 2-15. This is based on the assumption that a rider would
use the same mode to ingress and egress a ferry terminal. Note: Reverse commute trips are

excluded.

Key Results

= At Pier 41, Ferry Building, and South San Francisco terminals, which serve as destinations
to most commute trips:

Walking and bicycling are the most common access modes with a combined mode share
of 64-70 percent.

Public transit has the next highest mode share of 18-21 percent at San Francisco
terminals, while employer shuttles constitute the second highest mode share of 22
percent at the South San Francisco terminal.

Transportation network companies (TNCs) have a mode share of about 5 percent at San
Francisco terminals and about 3 percent at the South San Francisco terminal. TNCs
refer to Uber, Lyft, Gig Car Share, and other mobility service providers.

Kiss-and-ride (drop-offs) have a mode share of 7-8 percent.

Drive alone and taxi-bound trips have negligible mode share at these terminals.

= At East Bay and North Bay terminals, where most of the commute trips originate:

At least half of the trips are drive alone trips (mode share ranges from 37 to 63
percent).

Walking and bicycling (23-33 percent mode share) are the second most commonly used
modes at East Bay terminals. Comparably, at the Vallejo terminal, this proportion is
lower (8 percent).

Kiss-and-ride is the second most commonly used mode at the Vallejo terminal
(14 percent mode share), while East Bay terminals have a lower mode share of about
three to eight percent.

Generally, TNCs and public transit have a mode share of about five percent.

Employer shuttles and taxis have negligible mode shares at these terminals.
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Figure 2-14 Access Mode — Destination Terminals
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Figure 2-15 Access Mode — Origin Terminals
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2.3.5 Trip Purpose

The distribution of passengers’ trip purpose is provided in Figure 2-16.

100%

»w 80%
=
(<]
an
S
2 60%
cs
[
G
o
2 40%
)
o
5]
& 20%
Alameda/Oakland Vallejo Route South SF Route  Harbor Bay Route Overall
Route
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Figure 2-16 Trip Purpose by Route

Key Results

®=  Commute is the most common trip purpose. Overall, about 66 percent of the ferry riders
are commuters. This proportion is high, 97-99 percent, for the South San Francisco and
Harbor Bay routes that operate only during weekday commute periods. For the other two
routes, the distribution of commuters varies between 56 percent and 67 percent.

= Entertainment/Recreation is the next common trip purpose for ferry riders. At about 21
percent, the Alameda/Oakland route has the highest proportion of entertainment/
recreation-related riders, followed by the Vallejo route at about 15 percent. The other two
routes have negligible percentages of non-commute passengers.

2.3.6 Alternative Transportation Options

Alternative transportation options available to the ferry riders are summarized in Figure 2-17.
Key Results

= About one-tenth of the patrons surveyed or fewer feel that ferry is the only transportation
mode available to them; this is relatively higher for the Vallejo service at 13 percent.

®=  For the Alameda/Oakland and Harbor Bay routes, Bay Area Rapid Transit (BART)/Rail
Transit is the most popular alternative transportation option, for about 50 percent of ferry
patrons. Bus is the second choice of alternate travel mode for both routes.
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Figure 2-17 Alternative Transportation Options by Ferry Route
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For the South San Francisco route, “drive alone” is the most popular alternative mode of
travel, for about 48 percent of passengers. BART/Rail Transit is the second choice of
alternate travel for about 32 percent riders.

For the Vallejo route, about 56 percent of riders consider BART/Rail Transit or “drive
alone” as their most popular alternative mode of travel.

2.3.7 Origins and Destinations

The origins and destinations of surveyed passengers on each ferry route during weekdays are
mapped in Figures 2-18 through 2-21. The percentage values reported in the maps represent
the proportion of all of surveyed riders for a particular route. Note: Reverse commute trips are

excluded.

Key Results

2-16

San Francisco terminals primarily serve downtown San Francisco and secondarily serve
other parts of San Francisco.

Oakland and Alameda terminals primarily serve Oakland, Alameda, Harbor Bay, and
Berkeley and secondarily serve other parts of the East Bay.

Service area of the Harbor Bay terminal primarily includes Harbor Bay, Alameda,
San Leandro, and Oakland.

Vallejo terminal has the largest service area, covering Vallejo, Benicia, Fairfield, Vacaville,
other parts of Solano County, Sonoma, and Napa.
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2.4 Ferry Satisfaction

The average satisfaction ratings reported by ferry passengers are summarized in Tables 2-1
through 2-3. These ratings are on a 5-point scale. Additionally, a distribution of the overall ferry
satisfaction scores is provided in Figure 2-22.

Table 2-1 Average Satisfaction Ratings — Systemwide

# Category Average Rating
1  Terminal Cleanliness 4.2
2 Ease of Access and Use 4.4
3 Signage 3.9
4 Personal Security (Terminal and Parking Lots) 3.9
5  Lighting (Terminal and Parking Lots) 3.9
Terminals 6  Usefulness of Electronic Arrival/Departure Signs 3.6
7  Availability of Bus and Shuttle Connections 3.2
8  Availability of Amenities (Seating, Newsstands, etc.) 3.8
9  Availability of Car Parking 3.7
10 Availability of Bike Parking 4.0
11  Protection from Adverse Weather 33
12 Availability of Seats on Ferry 4.2
13  Cleanliness of Ferry 4.4
14  Clarity of Public Address Announcements 4.2
15 Quality of Service at the Ferry Snack Bar 4.4
Onboard Ferries 16  Access for Bicyclists 4.3
17  Access for Persons with Disabilities 4.2
18 Condition of Restrooms 4.0
19 Quality of Wi-Fi Connection 2.6
20 Helpfulness and Courtesy of Ferry Crews 4.5
21  On-time Performance of Ferries 4.2
22 Hours of Operation 3.6
23 Frequency of Ferries 3.4
Ferry Overall
24 Timely Information about Service Disruptions 3.6
25 Timeliness of Connections with Buses/Shuttles 3.5
26  Ease of Purchasing Tickets or Passes 4.2
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Table 2-2 Average Satisfaction Ratings — Ferry Terminals

Ferry Terminals Average Terminal Satisfaction Rating

Alameda Terminal 3.7
Oakland Terminal 4.0
Harbor Bay Terminal 35
Vallejo Terminal 3.8
South San Francisco Terminal 4.0
Ferry Building Terminal 3.8
Pier 41 Terminal 3.8
Overall 3.8
Note:

These ratings are on a 5-point scale.

Table 2-3 Average Satisfaction Ratings — Ferry Routes

Ferry Route Average Onboard Average Overall Ferry
Y Satisfaction Rating Satisfaction Rating

Alameda/Oakland — San Francisco Ferry Building/Pier 41 4.1 3.9
Vallejo — San Francisco Ferry Building/Pier 41 4.0 3.6
Alameda/Oakland — South San Francisco 4.0 3.7
Harbor Bay — San Francisco Ferry Building 3.9 3.7
Overall 4.0 3.8
Notes:

These ratings are on a 5-point scale.
Onboard rating refers to rating of onboard amenities, including cleanliness, seat availability, access for bicyclists, etc.
Overall rating refers to rating of ferry service, including on-time performance, frequency, hours of operation, etc.

Key Results

= Systemwide ferry operations and performance received an average passenger satisfaction
rating between 3.5 and 4.5 for various categories. The following categories received an
average rating lower than 3.5:

e Quality of Wi-Fi connection (2.6)
e Availability of bus and shuttle connections (3.2)
e Protection from adverse weather (3.3)

e Frequency of ferries (3.4)
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Percent of Passengers
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Figure 2-22 Distribution of Overall Ferry Satisfaction Ratings

Overall, ferry service received an average satisfaction rating of 3.8. The Vallejo and
Alameda/Oakland routes received the lowest and highest satisfaction ratings of 3.6 and 3.9,
respectively.

The average on-board satisfaction ratings for all of the ferry routes are similar, between 3.9
and 4.1.

The average satisfaction rating for ferry terminals is 3.8, with Oakland and
South San Francisco terminals receiving the highest average satisfaction rating of 4.0 and
Harbor Bay terminal receiving the lowest rating of 3.5.

A total of 88 percent of riders are satisfied with the ferry service (“very satisfied” or
“somewhat satisfied”). Comparably, this value is higher than the latest ratio of satisfied
BART (69 percent)!, Caltrain (79 percent)?, and Valley Transportation Authority (79
percent)3 riders. The percentage of satisfied patrons is the highest (about 95 percent) for
the South San Francisco route and the lowest (about 80 percent) for the Vallejo route.

The distribution of riders rating “very dissatisfied” or “somewhat dissatisfied” is three
percent or lower for each of the routes. This value is either lower or comparable to that of
similar ratios for other major regional transit operators (14 percent for BART?, 3 percent
for Caltrain2, and 4 percent for Valley Transportation Authority3).

1 Source: 2016 BART Customer Satisfaction Survey (webpage: https://www.bart.gov/sites/default/
files/docs/CustSat2016Report fnl.pdf)

2 Source: 2016 Caltrain Triennial Customer Survey (webpage: http://www.caltrain.com/Assets/ Market

Development/pdf/Caltrain+2016+Triennial+Summary+Report.pdf)

3 Source: VTA On-Board Survey 2013 (webpage: http://www.vta.org/sfc/servlet.shepherd/document
/download/069A00000010ahEIAS)
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2.5 Public Feedback

The most common complaints and complements received from ferry riders during the on-board
survey are listed below.

Common Compliments
®  Friendly and helpful onboard crews,

= Appreciation for the two new boats (Cetus and Hydrus) and excitement for more new
boats,

= Service is reliable and on-time,
= Improvement in commute quality after switching over to ferry, and
= Option to buy snacks and drinks onboard.

Common Complaints

= Insufficient off-peak service, especially during late morning, midday, and late evening/night
periods,

=  Fully occupied parking lot at the Harbor Bay terminal early in the morning,
® Insufficient transit access to/from Alameda Main Street, Harbor Bay, and Vallejo terminals,
= Burdensome fare payment system:

e Inability to add fares to a Clipper card at the terminals,

e Longlines to buy tickets onboard, and

e Lack of a mobile ticketing application.

= Confusing or insufficient signage at terminals, especially at the San Francisco Ferry Building
terminal where multiple ferry routes originate,

® Lack of updates for service delays and cancellations, and

®  Slow and irregular onboard Wi-Fi service.

2.6 Comparison to Previous Surveys

Results from the 2017 On-Board Passenger Survey were compared to those obtained from the
previous surveys conducted in 2014 and 2011 for the following factors - demographics (gender,
age, annual household income, race/ethnicity, and English proficiency), ferry usage (frequency
and reasons of ferry use), trip characteristics (fare type, ticket type, and access modes of
terminals), and overall rating of ferry. It should be noted that survey instruments, methodologies,
and sampling plans vary across all three surveys.
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2.6.1 Demographics
A comparison of the distribution of demographics from 2011, 2014, and 2017 passenger surveys
is provided in Table 2-4.

Table 2-4 Historical Comparison of Demographics’ Distribution

Demographic Option 2017 Survey 2014 Survey 2011 Survey

Male 45% 45% 43%

Gender Female 54% 52% 57%
Other 1% 0% 0%

Blank 0% 3% 0%

<12 0% 1% 1%

13-17 1% 1% 1%

18-24 5% 4% 6%

25-34 23% 22% 17%

Age 35-44 25% 22% 22%
45-54 22% 21% 22%

55-64 16% 15% 21%

65+ 8% 10% 10%

Blank 0% 4% 0%

Under $50,000 6% 11% 17%

$50,000 - $74,999 13% 14% 14%

’ :&‘;ﬁ g $75,000 - $99,999 13% 15% 17%
Income $100,000 - $149,999 23% 24% 22%
$150,000 - $199,999 20% 17% 13%
$200,000 or more 25% 19% 17%
Caucasian/White 61% 65% 73%

Hispanic/Latino 10% 10% -

Race/Ethnicity African American/Black 6% 7% 7%
Asian/Pacific Islander 15% 16% 18%

Native American 1% 1% 2%

Other 2% 1% 0%
Very Well 94% 93% 95%

English Well 4% 5% 4%
Proficiency Not Well 2% 1% 1%
Not at all 0% 1% 0%

Overall, the distribution of demographics (gender, age, annual household income, race/ethnicity,
and English proficiency) is similar for the 2017, 2014, and 2011 surveys. One notable difference
is that the proportion of riders with an annual household income of less than $50,000 is gradually
decreasing with each new survey (6 percent in 2017 versus 11 percent in 2014 versus 17 percent
in 2011), while that of greater than $150,000 is gradually increasing with each new survey
(45 percentin 2017 versus 36 percent in 2014 versus 30 percentin 2011).
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2.6.2 Ferry Usage

The historical distributions of ferry usage metrics - frequency and reasons of ferry use, and
ridership tenure - are provided in Tables 2-5 and 2-6.

Table 2-5 Historical Distribution of Ferry Usage

Ferry Usage 2017 Survey | 2014 Survey | 2011 Survey
Metric Weekday Weekend | Weekday Weekend | Weekday Weekend
6-7 days/week 3% 3% 2% 1% 3% 1%
5 days/week 49% 14% 58% 1% 62% 0%
3-4 days/week 24% 12% 17% 2% 19% 1%
Frequency 1-2 days/week 8% 5% 9% 2% 6% 3%
of Ferry Use 1-3 days/month 7% 17% 4% 13% 3% 17%
<1 day/month 5% 30% 4% 45% 3% 49%
First time 4% 18% 4% 34% 4% 29%
No Response 1% 2% 0% 0% 0% 0%
No Car 5% 9% 8% 9% N/A N/A
Avoid Traffic/Parking 70% 53% 66% 39% N/A N/A
Multitasking 35% 21% 36% 10% N/A N/A
Faster 32% 20% 24% 12% N/A N/A
Reasons for | Environment-Friendly 16% 13% 17% 11% N/A N/A
Ferry Use' Cheaper 7% 5% 8% 9% N/A N/A
Relaxing 50% 51% 49% 42% N/A N/A
Sightseeing 7% 27% 7% 49% N/A N/A
Ride Quality 56% 41% 56% 24% N/A N/A
Other 5% 5% 0% 1% N/A N/A

Note:
1This includes multiple selections by passengers; as such, totals will be more than 100 percent.
N/A - Not applicable

Table 2-6 Historical Distribution of Ridership Tenure

Option | 2017 Survey 2014 Survey | 2011 Survey |
First Time 3% 6% 7%
< 6 months 12% 15% 7%
6-12 months 10% 13% 15%
1-2 years 22% 21% 17%
3-5 years 24% 18% 18%
6-10 years 12% 11% 16%
> 10 years 16% 16% 20%

Note:
1This includes multiple selections by passengers; as such, totals will be more than 100 percent.
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Key Results

B The ratio of weekday patrons riding ferry five days a week is consistently dropping
between 2011 and 2017 (62 percent in 2011, 58 percent in 2014, and 49 percent in 2017).
However, there is an increase of about 5 percent in the proportion of people riding ferry
3-4 days per week.

= A higher percentage of patrons in 2017 chose to ride the ferry because it is “faster” than in
2014. Weekday patrons are more likely to cite “faster” as a reason for riding the ferry than
weekend patrons.

®  The most common reason for riding the ferry is to avoid traffic/parking. The percentage of
weekday and weekend patrons citing this reason for riding rose 4 percent and 14 percent
from the 2014 survey, respectively.

B Proportionately, more passengers are relatively new riders (less than three years) or long-
time loyal riders (10+ years). The share of new riders has remained relatively high
compared to previous surveys, while the proportion of loyal riders has increased. If this
pattern persists, ridership growth is likely to continue in future years.

2.6.3 Fare and Ticket Types
The historical distribution of fare type used by passengers is provided in Table 2-7.

Table 2-7 Historical Distribution of Fare and Ticket Types

Fare Type/ 2017 Survey 2014 Survey 2011 Survey
Ticket Type Weekday Weekend | Weekday Weekend | Weekday Weekend
Adult 91% 81% 92% 75% 95% 74%
Youth 1% 9% 0% 1% 0% 5%
Senior 6% 14% 5% 1% 5% 17%
Disabled/Medicare 1% 3% 0% 7% 0% 0%
Fare Type
Group 0% 0% 0% 1% 0% 0%
Military 0% 0% 0% 2% 0% 2%
Other 1% 1% 1% 1% 0% 1%
Blank/No Response 1% 1% 1% 12% 0% 0%
Clipper Card? 77% 57% 51% 21% - -
Single Ride/One-Way 9% 33% 6% 32% 5% 35%
Multi-Ticket o o o o
. Booklet/Punch Card? ) ) 17% 4% >6% 9%
Ticket Type Day-Pass/Roundtrip? - - 3% 33% 5% 56%
Monthly Pass 13% 0% 21% 1% 34% 0%
Other 1% 8% 1% 8% 0% 0%
Blank/No Response 0% 2% 1% 1% 0% 0%
Note:

INot in use at the time of the 2011 Survey.
2Not in use at the time of the 2017 Survey.
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Key Results

®  The distributions of fare type from 2017, 2014, and 2011 passenger surveys are similar.
The “adult” fare type continues to be predominantly used, with a share of about 90-95
percent on weekdays and 75-80 percent on weekends.

®  Since the 2014 Survey, the use of Clipper Card has increased to about 77 percent during
weekdays and 57 percent during weekends.

2.6.4 Access Modes to Terminals

The historical distribution of access modes to ferry terminals is provided in Tables 2-8 and 2-9.
Note: Reverse commute trips are excluded.

Key Results

= At East Bay and North Bay terminals, the distribution of passengers driving alone reduced
by 17-26 percent from 2014 to 2017; Harbor Bay terminal has the highest reduction in
“drive alone” riders’ fraction. This reduction in the proportion of people driving alone was
primarily due to an increase in the share of dropped-off/carpool, bike, and TNC modes.

® At San Francisco and South San Francisco terminals, the most common access modes
continue to be walk, bike, and transit. They continue to have a combined mode share of
about 85-90 percent.
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2.6.5 Overall Ferry Satisfaction

The historical distribution of systemwide ferry satisfaction ratings is provided in Tables 2-10
and 2-11.

Table 2-10 Historical Distribution of Satisfaction Ratings by Category

Average Satisfaction Rating

Category
2017 Survey 2014 Survey 2011 Survey

1  Terminal Cleanliness 4.2 4.4 43
2 Ease of Access and Use 4.4 4.4 4.5
3 Signage 3.9 3.9 4.2

4 Personal Security (Terminal and Parking Lots) 3.9 - -
5  Lighting (Terminal and Parking Lots) 3.9 4.0 4.0

Terminals | 6  Usefulness of Electronic Arrival/Departure Signs 3.6 - -
7  Availability of Bus and Shuttle Connections 3.2 3.8 3.9

3 Availability of Amenities (Seating, Newsstands, 38 ) )

etc.)

9  Availability of Car Parking 3.7 4.0 4.3

10 Availability of Bike Parking 4.0 - -
11  Protection from Adverse Weather 33 3.6 3.6
12 Availability of Seats on Ferry 4.2 4.3 4.2
13  Cleanliness of Ferry 4.4 4.4 4.3
14  Clarity of Public Address Announcements 4.2 4.0 4.0
15 Quality of Service at the Ferry Snack Bar 4.4 4.2 3.9
Oanard 16  Access for Bicyclists 43 4.1 45

Ferries

17  Access for Persons with Disabilities 4.2 4.3 4.5
18 Condition of Restrooms 4.0 4.0 4.1

19 Quality of Wi-Fi Connection 2.6 3.0 -
20 Helpfulness and Courtesy of Ferry Crews 4.5 4.5 4.7
21  On-time Performance of Ferries 4.2 4.4 4.7
22 Hours of Operation 3.6 3.7 3.7
Ferry 23 Frequency of Ferries 3.4 3.5 3.5
Overall 24 Timely Information about Service Disruptions 3.6 3.8 4.1
25 Timeliness of Connections with Buses/Shuttles 3.5 3.9 3.9
26  Ease of Purchasing Tickets or Passes 4.2 4.3 4.5
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Table 2-11 Historical Distribution of Overall Satisfaction Ratings

Satisfaction Level 2017 Survey 2014 Survey 2011 Survey

Very Satisfied 38% 39% 58%
Satisfied
Somewhat Satisfied 50% 52% 34%
Neutral Neutral 10% 8% 6%
Somewhat Dissatisfied 2% 1% 2%
Dissatisfied
Dissatisfied 0% 0% 0%

The average passenger satisfaction ratings obtained for various categories are similar for the
2017,2014, and 2011 surveys, except for the following categories:

= Availability of bus and shuttle connections - decreased from about 3.8 in previous surveys
to 3.2in 2017 survey

® Timeliness of connections with buses/shuttles - decreased from 3.9 in previous surveys to
3.5in 2017 survey

= Availability of car parking - consistently decreased from 4.3 in 2011 survey to 3.7 in 2017
survey

= Quality of Wi-Fi connection - decreased on 3.0 in 2014 survey to 2.6 in 2017 survey

“Terminal and Ferry Cleanliness” remains high at 4.2 and 4.4, respectively, while “Ease of Access
and Use” consistently remained high across all three surveys.

The overall ferry satisfaction ratings obtained from the 2017 survey are consistent with those
from the previous passenger surveys - about 90 percent satisfied patrons, two percent
dissatisfied patrons, and the remaining neutral.
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Section 3

Conclusions

Major conclusions from the 2017 On-Board Passenger Survey conducted for the San Francisco
Bay Ferry are as follows:

3-1

Satisfaction

High Rider Satisfaction - Overall passenger satisfaction remains high despite continued
ridership growth that has resulted in more crowding on popular peak period trips over
the past three years. Rider satisfaction is generally consistent with previous survey
results and is high relative to other major regional transit services.

Onboard Experience - Riders have a high level of satisfaction with ferry crews,
cleanliness of the ferry and terminals, quality of the snack bar, access for bicycles, and
on-time performance.

Areas for Improvement - Passengers want a higher quality Wi-Fi service, better bus
and shuttle connections, weather protected waiting areas, more frequent service, and
longer hours of operation.

Demographic Profile

Working-age Commuters — The majority of ferry riders are of age 25 to 54 years,
overwhelmingly use the ferry to get to and from work, and are slightly more likely to be
female, with the exception of the South San Francisco route.

Higher Income - Typically, ferry riders have higher median household incomes than the
average household in the communities the ferry serves, especially for the commute-
only South San Francisco and Harbor Bay services.

Fewer Seniors/Youth/Disabled - Fewer seniors/youth/disabled ride the ferry than
other modes of regional public transit.

Racial and Ethnic Representation - Typically, ferry riders’ race and ethnicity are
consistent with the underlying distribution of race and ethnicity in the communities the
ferry serves. However, Caucasians are slightly overrepresented and Asian/Pacific
Islanders are underrepresented on the Alameda/Oakland and Vallejo services, and
African Americans are underrepresented on the Alameda/Oakland service.

Use Characteristics

New Riders and Loyal Riders - Proportionately, more passengers are relatively new
riders (less than three years) or long-time loyal riders (10+ years). The share of new
riders has remained relatively high compared to previous surveys, while the proportion



Section 3

Conclusions

of loyal riders has increased. If this pattern persists, ridership growth is likely to
continue in future years.

Flexible Use - Overall, relatively fewer riders are using the ferry five days/week, while
relatively more riders are using the ferry three-four days/week. This shift could be the
result of shifting work patterns, with more employees telecommuting or shifting to a
four-day work week to avoid commuting. Another factor could be Clipper card
providing riders with more flexibility to use multiple modes of transit during the course
of a day or throughout the week.

Alternate Modes - The ferry is rarely the only option for riders; most riders choose it
over riding BART, Transbay Buses, or driving alone.

Reasons for Use - The most common reasons for ferry use are avoidance of
traffic/parking, ride quality, and relaxation. Faster service has become a relatively
more popular reason for the Harbor Bay service and the ability to multitask is
especially popular for South San Francisco riders.

= Terminal Access

3-2

Bike Access is Popular - Many riders are using bikes to access the ferry terminals,
especially at Alameda, South San Francisco, the San Francisco Ferry Building, and
San Francisco Pier 41.

Introduction of TNCs - The use of TNCs is a new access option for ferry riders.

“First Mile” Shift - The proportion of riders accessing their origin terminals by driving
alone has decreased while the proportion of carpool and drop-offs has increased.

“Last Mile” Shift - The proportion of riders walking to their destination terminal is
decreasing while the shares of riders using bikes, public transit, and TNCs are
increasing. This shift is likely related to rider demand for access to new destinations in
the emerging Transbay Transit Terminal and Mission Bay districts south of
Market Street.
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APPENDIX B
SURVEY QUESTIONNAIRES




San Francisco Bay Ferry
PASSENGER SURVEY 2017

Please take a few minutes to complete both sides of this questionnaire. When finished, please hand completed survey back to the
survey coordinator.

ABOUT THIS TRIP

1. Ferry Terminals: Where did you board this Ferry and where

will you exit?

Boarding Terminal

[J Alameda (Main Street)

[J Harbor Bay

[J Oakland (Jack London Sq)

Exiting Terminal

[J Alameda (Main Street)

[J Harbor Bay

[J Oakland (Jack London Sq)

[ Pier 41 [ Pier 41

[J SF Ferry Building [J SF Ferry Building
[ South SF [ South SF

[ vallejo [ vallejo

2. Trip Beginning: Where did you come from before you got

on this Ferry?

0 My home 0 My work [0 Somewhere else

a. City

b.  Nearest Intersection

c.  Landmark/Neighborhood

3. Trip Ending: Where will you go after exiting this Ferry?

[J My home [J My work [J Somewhere else

a. City

b. Nearest Intersection

c.  Landmark/Neighborhood

4. Accessing the ferry:
a.  How did you get to the Ferry terminal?

b. How will you get to your final destination after you exit the

ferry?
(4a) (4b)
Used to get to Will use after
Ferry exiting Ferry
Walk all the way O O
Bike O O
Drive alone O O
Carpool O O
Dropped off / Picked up by car O O
Public Transit (Bus/Rail) O O
The F-Line (Muni) O O
Private/Employer Shuttle O O
Taxi O O
Uber/Lyft O O
Other (specify)

5. What is the purpose of your trip today?

[[J Commute to/from work/school
[J Medical/Dental

[J Shopping

[] Entertainment/Recreation

[ Sightseeing

[ Other:

6.

What OTHER TYPE of transportation would you most likely

have used if you didn't take the Ferry for your trip today?
(check one only)

[ Ferry is my only option
[ Drive alone

] Carpool

[ “Casual” Carpool

[0 Uber/Lyft

[1 Bus

[ BART/rail transit

[ Other:

What type of fare did you pay for this trip?

[ Adult [] Disabled/Medicare
1 Youth [0 School Groups
[] Senior

[ Other:

What type of ticket did you use?

[ Clipper card
[ Single ride/one-way
[J Monthly pass (Vallejo)

[ Other:

Are you making a round-trip on the Ferry today?

[ Yes (rode Ferry earlier today or will ride later today)
[JNo

FERRY USAGE
10. How often do you typically use the Ferry?

11.

12.

13.

[J 6-7 days a week

[J 5 days a week

[1 3-4 days a week

1 1-2 days a week

[J 1-3 days a month

[[I Less than once per month

[ This is my first time on the ferry

What are the main reasons you ride the Ferry?
(Check up to three)

[ Don't have a car/don't drive

[ Don't want to deal with parking/traffic

[ Ability to do other things (read, sleep)

[ Faster than other options

[ Help the environment

[J Save money

[J Relax/reduce stress

[ Sightseeing

[ Quality of ride much better than BART/bus
[1 Other:

How long have you been using the Ferry?

[J This is my first time
[J Less than 6 months
[0 6 month - 12 months
[11-2years

[0 3-5years
[J6-10years

[J More than 10 years

Do you live here or are you a visitor?

[ Live in San Francisco Bay Area
[ Visitor



SATISFACTION WITH THE FERRY DEMOGRAPHICS

14. Please rate the Ferry on each attribute below, with “5” being the best rating (Very These questions will be used for statistical
Satisfied) and “1” being the worst rating (Very Dissatisfied). purposes only.
Terminals Very Satisfied Very Dissatisfied N/A 15. Gender
Terminal cleanliness 5 4 3 2 1 O L Male
[1 Female
Ease of access and use 5 4 3 2 1 O I Non-binary
Signage 5 4 3 2 1 O 16. Age
Personal Security (terminal and parking lots) 5 4 3 2 1 O [ 12 or younger
Lighting (terminal and parking lots) 5 4 3 2 1 O g :2 ;Z‘
Usefulness of electronic arrival/departure signs 5 4 3 2 1 O [125-34
I . [135-44
Availability of bus and shuttle connections 5 4 3 2 1 O []45-54
Availability amenities (seating, newsstands, etc) 5 4 3 2 1 O [155-64
o . [0 65 & older
Availability of car parking 5 4 3 2 1 O | hold
17. A H |
Availability of bike parking 5 4 3 2 1 O nnual Household income
[0 Under $15,000
Protection from adverse weather 5 4 3 2 1 O 1 $15,000 - $24,999
[ $50,000 - $74,999
. [ $75,000 - $99,999
Onboard Ferries Very Satisfied Very Dissatisfied N/A 1 $100,000 - $149,999
Availability of seats on ferry 5 4 3 2 1 O [J $150,000 - $199,999
[1 $200,000 or more
(leanliness of ferry 5 4 3 2 1 O
. . 18. Race/Ethnicity (Please mark all that
(larity of public address announcements 5 4 3 2 1 O apply)
Quality of service at the ferry snack bar 5 4 3 2 1 O [ Caucasian/White
Access for bicyclists 5 4 3 2 1 O L1 Hispanic/Latino
) [ African American/Black
Access for persons with disabilities 5 4 3 2 1 O [ Asian/Pacific Islander
Condition of restrooms 5 4 3 2 1 O L Native American
. - . [1 Other:
Quality of WiFi connection 5 4 3 2 1 O
. . ,
Helpfulness and courtesy of ferry crews 5 4 3 2 1 O 19. What is your home Zip Code?
Ferry Overall Very Satisfied Very Dissatisfied N/A 20. How well do you speak English?
On-time performance of ferries 5 4 3 2 1 O g Vwegl)ll well
Hours of operation 5 4 3 2 1 O I Not well
: [ Not at all
Frequency of ferries 5 4 3 2 1 O —
oL ken at h :
Timely information about service disruptions 5 4 3 2 1 O @ anguage(s) spoken at home
[J Mandarin
Timeliness of connections with buses/shuttles 5 4 3 2 1 O [] Cantonese
Ease of purchasing tickets or passes 5 4 3 2 1 O L Spanish
L ngt P [ Other:
. 21. May we contact you to ask your
Overall rating of the Ferry 5 4 3 2 1 O opinion of Ferry Service? (Ifyes,
please provide contact information)
CONTACT INFORMATION (OPTIONAL) ] Yes
23. Name: L No
22. Do you have a smartphone?
24. Phone: ( )
[J Yes
[0 No

25. Email Address:

ADDITIONAL COMMENTS
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San Francisco Bay Ferry
ENCUESTA DE PASAJEROS 2017

Por favor dedique unos minutos a llenar ambos lados de este cuestionario. Cuando haya terminado, devuelva la encuesta completa al

coordinador de la encuesta.

ACERCA DEESTE VIAJE

1.

3.

Terminales de ferry: ;Dénde abordé este ferry y donde va a
desembarcar?
Terminal de embarque Terminal de desembarque
[J Alameda (Main Street) [J Alameda (Main Street)
[J Harbor Bay [J Harbor Bay
[J Oakland (Jack London Sq) [J Oakland (Jack London Sq)
[ Pier 41 [ Pier 41
[J SF Ferry Building [J SF Ferry Building
[J South SF [J South SF
[ vallejo [ vallejo
Comienzo del viaje: ;De dénde vino antes de abordar este
ferry?
[J Mi hogar [J Mi trabajo [J Otro lugar
a. Ciudad
b. Lainterseccién mas cercana
c.  Punto de referencia/Vecindario
Final del viaje: ;A dénde ira después de desembarcar de
este ferry?
[J Mi hogar [J Mi trabajo [J Otro lugar

a. Ciudad

b. Lainterseccion mas cercana

c.  Punto de referencia/Vecindario

4. Accediendo al ferry:

a.  ;Como llegd a la terminal de ferry?

b. iComo llegara a su destino final después de desembarcar?

(4a) (4b)
i{Como llegd al ;{Como llegara
ferry? después de
desembarcar?
Caminando todo el camino O |
En bicicleta O
Conducir sélo O |
Auto compartido O O
Me dejaron/recogieron en auto O O
Transporte publico (autobus/tren) O O
La Linea F (Muni) O O
Transporte privado/del empleador O O
Taxi O [
Uber/Lyft O O
Otro (especifique):
5. ¢Cual es el propésito de su viaje hoy?

[ Viaje habitual hacia/desde el trabajo/la escuela
[J Médico/Dental

[J Compras

[J Entretenimiento/Recreacion

[J Disfrutar de las vistas

[ Otro:

6.

o.

¢{Qué OTROTIPO de transporte hubiera utilizado

probablemente si no hubiera tomado el ferry para su viaje hoy?
(marque sdlo uno)

[ Ferry es mi Unica opcién
[J Conducir solo

[J Auto compartido

[J Auto compartido informal
[J Uber/Lyft

[J Autobus

1 BART/tren

[ Otro:

{Qué tipo de tarifa pago por este viaje?

[J Adulto [ Discapacitado/Medicare
[ Joven [J Grupo escolar

[J Tercera edad

[J Otro:

{Qué tipo de boleto usé6?

[] Tarjeta Clipper

[ Viaje sencillo/de ida solamente
1 Pase mensual (Vallejo)

[ Otro:

{Esta haciendo un viaje de ida y vuelta en el ferry hoy?

[ Si (me vine en ferry hoy mismo o lo tomaré mas tarde hoy)
1 No

USO DE FERRY
10. ;Con qué frecuencia suele usar el ferry?

11.

[ 6-7 dias a la semana

[ 5 dias a la semana

[ 3-4 dias a la semana

[ 1-2 dias a la semana

[ 1-3 dias al mes

[J Menos de una vez por mes

[ Esta es mi primera vez en el ferry

¢Cuales son las razones principales por las que viaja en ferry?
(Marque hasta tres)

[J No tengo automovil/no manejo

[0 No quiero batallar con el estacionamiento/trafico
[[] Capacidad de hacer otras cosas (leer, dormir)

[J Mas rapido que otras opciones

[0 Ayudar al medio ambiente

[J Ahorrar dinero

[ Relajarme/reducir el estrés

[ Disfrutar de las vistas

[ Calidad de viaje mucho mejor que BART/autobus

[ Otro:

12. ;Por cuanto tiempo ha estado usando el ferry?

[ Esta es mi primera vez
[J Menos de 6 meses

[1 6 meses - 12 meses
[J1-2anos
[J3-5anos
[16-10anos

[J Mas de 10 anos

13. ¢Vive aqui o estd visitando?

[ Vivo en el Area de la Bahia de San Francisco
[ Visitante



SATISFACCION CON EL FERRY

14. Por favor califique el ferry en cada atributo a continuacion, siendo “5” la mejor

calificacion (Muy satisfecho/a) y“1” la peor calificaciéon (Muy insatisfecho/a).

Terminales Muy satisfecho/a

Limpieza de la terminal

Facilidad de acceso y uso

Sefalizacion

Seguridad personal (terminales y estacionamientos)
Alumbrado (terminales y estacionamientos)
Utilidad de las sefiales electronicas de llegada/salida
Disponibilidad de conexiones de autobuses y enlaces
Disponibilidad de servicios (asientos, quioscos, etc.)
Disponibilidad de estacionamiento

Disponibilidad de estacionamiento para bicis

L S Y e S S S |

Proteccion contra el clima adverso

A bordo del ferry

Disponibilidad de asientos en el ferry
Limpieza del ferry

(laridad de los anuncios dirigidos al publico
(alidad del servicio en el snack bar del ferry
Acceso para ciclistas

Acceso para personas con incapacidades
Condicion de los bafos

(alidad de la conexion WiFi

L R L L B e L N Y Y N |

Amabilidad y cortesia de las tripulacion de los ferry

Ferry en general

Puntualidad de los ferry

Horario de operacién

Frecuencia del servicio

Informacién oportuna sobre interrupciones del servicio
Puntualidad de las conexiones con autobuses/enlaces
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Facilidad de comprar boletos o pases

Calificacion general del ferry 5

INFORMACION DE CONTACTO (OPCIONAL)
23. Nombre:

I T T

Muy satisfecho/a

B T e s e s

Muy satisfecho/a

4
4
4
4
4
4

w W W W w W W www w

w W W W W W W W W

w W W W w w

Muy insatisfecho(a)

2

N NN N NN N NN

Muy insatisfecho(a)

2

N NN NN NN

Muy insatisfecho(a)

2

N N NN

24. Te: ( )

25. Direccion de correo electrénico:

1
1
1

1
1
1

1
1
1

N/A

OOOo0oOoo0oooOooOoao0oao

S
=

[ [ I Ry |

N/A

O0O0O0aogoano

O

COMENTARIOS ADICIONALES

DEMOGRAFIA
Estas preguntas se usaran soélo con fines

estadisticos.

15.

16.

17.

18.

19.

20.

21.

22,

Sexo

[J Hombre
[J Mujer
[J No binario

Edad

[ 12 6 menos
[d13-17
[118-24
[125-34
[135-44
[145-54
[155-64
1 65 y mayor

Ingresos anuales de la familia

[J Under $15,000
[1$15,000 - $24,999
[1 $50,000 - $74,999
[1$75,000 - $99,999
[ $100,000 - $149,999
[1$150,000 - $199,999
[1 $200,000 o0 mas

Raza/Etnia (por favor marque todas
las que apliquen)

[ Blanco/Caucasico

[J Hispano/Latino

[0 Afroamericano/Negro

[J Asiatico/Islefio del Pacifico

[J Nativo americano

[J Otro:

¢Cual es el codigo postal de su casa?

{Qué tan bien domina el inglés?

LJ Muy bien
[] Bien
[J No tan bien
[0 Nada
a. Idioma(s) que se hablan en el hogar:
[J Mandarin
[ Cantonés
1 Espanol
[ Otro:

{Podemos comunicarnos con usted
para preguntarle su opinion sobre el
servicio de ferry? (Sies asi, proporcione
la informacién de contacto)

O si

[JNo

Tiene un smartphone?

[ si
[ No




