
  

San Juan Islands Partnership Group 
 

Wednesday, March 13, 2013 | 11:30 a.m. – 1:45 p.m.* 
San Juan Island Yacht Club | 273 Front Street, Friday Harbor 

AGENDA 

 
For more information, please contact: 
Marta Coursey, Director of Communications, WSF 
marta.coursey@wsdot.wa.gov 

Time Topic Lead 
11:30 a.m. Welcome 

Opening Remarks 
Captain George Capacci, 
Deputy Chief of Operations 

11:35 a.m. Meeting Overview 
• Introductions 
• Review agenda and meeting objectives 

Michael Hodgins,  
Facilitator (BERK) 
 

11:45 a.m. Premier Program Options for the San Juan Islands 
• Summary of benefits 
• Options for eligibility 
• Group discussion 

Brian Churchwell, WSF 

12:40 p.m. Break  
12:50 p.m. Change and Cancel Policies 

• Review of change/cancel policies in other 
ferry systems 

• Overview of current change/cancel 
policies 

• Group discussion 

Brian Churchwell 

1:25 p.m. Updates on improved customer information 
• Changes for Spring 2013 and website 

improvements 
• Customer communication plan 
• Public data availability 

Brian Churchwell 

1:35 p.m. Public Comments Michael Hodgins 

1:45 p.m.  Meeting Adjourned  

Meeting Materials: 
• Premier Program Options 
• Cancel and Change Policies in Other Ferry Systems 
• WSF Cancel and Change Policies 
• Customer information Updates 

 
* Coincides with sailing schedule; Departure - 8:55am from Anacortes  or interisland sailing 

(depart Lopez 9:55am, Shaw 10:15am, Orcas 10:35am) Return – 3:40pm to Anacortes or 
interisland sailing departing Friday Harbor at 2:05pm 
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SAN JUAN ISLANDS PARTNERSHIP GROUP 
Premier Program Options 

Why Have a “Premier Program”? 
The intent of a Premier program is to provide reservations benefits to WSF’s frequent 
customers. The benefits are three-fold: 

1. Premier Account customers have access to reservations slots that other customers 
cannot access. This ensures that tourists and other infrequent users cannot take all of the 
reservations spaces. 

2. Premier Account customers do not have to pay a deposit to make a reservation. They can 
make multiple reservations without an upfront cost. Their travel activity is monitored, 
and they are charged the reservation amount if they do not show up for their reservation 
and do not travel on another sailing that operational day. 

3. Because they do not pay a deposit, Premier Account customers can use any method of 
payment for their travel, including vehicle multi-ride tickets. 

Key Assumptions 
• The Premier Account program will be route-specific. Customers who have Premier accounts 

for Port Townsend – Coupeville will not be able to access Premier Account spaces in the San 
Juan Islands and vice versa. 

• There will be reservations spaces dedicated only to Premier Account and commercial 
customers. (Note: the Partnership Group will have an opportunity to discuss the amount of 
space that is set aside in a future meeting) 

• 48 hours in advance of a sailing, any unused Premier or commercial reservation spaces will 
be made available to the general public to ensure WSF is maximizing the use of its vessel 
space. 

Options for Premier Account Eligibility 
OPTION 1: MINIMUM RESERVATION USAGE REQUIREMENT 

Description: 

Customers could sign up for a Premier Account as long as they (1) travel with a reservation at 
least four times per month (2 round trips), and (2) have an active credit card on file with WSF 
(to charge in the case of a no-show).  

To initially qualify (or re-qualify) for a Premier Account, customers would have to provide a 
unique multi-ride ticket number. 

The Premier Account would be suspended if the customer does not meet minimum monthly 
reservations requirements or if the credit card is no longer valid. 

This option for Premier Account eligibility is preferred by WSF operations and customer service 
staff. 

(2)



PROPOSED CHANGE AND CANCELATION POLICIES (CONT.) 

March 13, 2013   

Port Townsend – Coupeville 
Premier Account Usage 

• As of December 2012, there were 
42 active Premier Accounts for 
Port Townsend – Coupeville. 

• In total, these customers make 
about 540 reservations per month 
(approximately 13 reservations per 
month per Premier Account 
customer) 

Pros: 
• Any customers using a vehicle/driver multi-ride card for the San Juan Islands is initially 

eligible (not just revalue). 
• No additional staffing costs associated with validating a customer’s eligibility. This could be 

done automatically. 
• Allows all frequent users access to the Premier Program. 
Cons: 
• Only reservation travel will be counted towards the minimum usage; no means to track 

system usage without a reservation.  
• Starts becoming more challenging to communicate to customers as eligibility requirements 

would be different than Port Townsend-Coupeville 
 

OPTION 2: THE PORT TOWNSEND – COUPEVILLE MODEL 

Description: 

Customers can sign up for a Premier Account as long as 
they (1) have an active vehicle multi-ride revalue card for 
the San Juan Islands, and (2) have an active credit card on 
file with WSF (to charge in the case of a no-show).  

The Premier Account is suspended if the customer 
cancels his/her revalue card or if the credit card is no 
longer valid. 

A Note about “Revalue” 
Vehicle Multi-Ride Revalue cards are different than vehicle multi-ride tickets: 

• Revalue card customers have a credit card on file with WSF. 

• After five round trips have been made OR after the 90-day multi-ride expiration window, whichever 
comes first, the credit card is automatically charged to replenish the card with 5 new round trips. 

• Customers can manage their Wave2Go revalue accounts to temporarily suspend the automatic 
replenishment if they are going to be out of town. (Note: Suspending account will suspend additional 
charges to your credit card, not suspend the expiration of existing rides) 

WSF made a policy choice to only use multi-ride revalue cards for the Port Townsend-Coupeville Premier 
Account and not regular multi-ride tickets for the following reasons: 

1. Revalue is a consistent measure of frequency of use. Revalue customers are frequent riders 
throughout the year. 

2. If customers want to make reservations more than 90 days in advance of their sailing, revalue 
ensures they will still have an active multi-ride product at the time of their sailing. 

3. Revalue cards have one account number and are easier to validate. Regular multi-ride tickets each 
have their own ticket number and would require separate validation. 
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Pros: 
• Existing process is already developed for Port Townsend-Coupeville. 
• It is easier to communicate to our customers when the Premier Program is consistent across 

all routes. 
• Less training required for terminal staff when they move between terminals when the 

Premier Program is consistent across all routes (and fewer mistakes). 
• No additional staffing costs associated with validating a customer’s eligibility. This can be 

done automatically. 
• Customers with an existing vehicle/driver multi-ride revalue card will be able to establish an 

account immediately on-line. 
Cons: 
• Vehicle/Driver multi-Ride cards (non-revalue) are not eligible to access the Premier 

Program. 

 

OPTION 3: QUALIFICATION BASED ON HOME ADDRESS 

Description: 

Customers could sign up for a Premier Account as long as they (1) provide proof of San Juan 
Islands residency (valid driver’s license, state ID, or postcard validation), and (2) have an active 
credit card on file with WSF (to charge in the case of a no-show).  

NOTE: WSF has requested further guidance on this option from the Attorney General’s Office. 
Given that the ferry system receives a significant portion of its funding from state-wide sources, 
like the gas tax, it is unlikely that WSF could provide preferential treatment to a subset of 
Washington residents.  

Pros: 
• Any island resident, regardless of frequency of use, would be eligible for the program 
Cons: 
• Additional staffing would be required to validate customer’s eligibility to access the Premier 

Program. 
• Doesn’t provide access to frequent users that aren’t residents 
• Longer wait times for customers to access Premier Program due to manual validation. 
• Becomes challenging to communicate to customers as eligibility requirements would be 

different than Port Townsend-Coupeville.   
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SAN JUAN ISLANDS PARTNERSHIP GROUP 
Change and Cancelation Policies in Other Ferry Systems 

The following change and cancel policies were assembled based on internet research, and in 
some instances, conversations with staff from other ferry systems. 
 
 Cancel Policies Change Policies 

BC Ferries No refund – reservation fee is non-refundable 
and forfeited with cancelation 

$9.00 change fee up to 1 hour 
prior to sailing 

Blackball No refund – reservation fee is always forfeited 
with cancelation, but the cost of the ticket 
is refunded 

One free change, then 
treated as cancelation 

Alaska Prior to 14 days in advance, $10 
administrative fee to cancel, and fare is 
refunded in full. Less than 14 days: $10 fee 
to cancel plus $15 of the fare is forfeited 

$10 change fee – free change 
if the new itinerary costs 
more (customer pays the 
difference) 

Wightlink Cancelation fee ranging from $8 to full 
price of ticket (depending on timing) 

One free change, $8 for each 
additional change 

Steamship 
Authority 

Prior to 14 days in advance, $10 
administrative fee to cancel, and fare is 
refunded in full. Less than 14 days, fare is 
forfeited 

One free change, $10 for each 
additional change up to 1 
hour prior to sailing 

North Carolina Refund if canceled by 4pm on the day 
prior to the sailing 

Unknown 

Cape May Lewis $5 Cancelation fee Unknown 

Bridgeport-Port 
Jefferson 

Refund if canceled 3 hours in advance. 
$15 no-show fee waived if customers 
travel the same day 

No penalty to change up to 3 
hours in advance for same 
day sailings only 
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Changes from Phase 1 

When the reservation system was 
initially launched, unlimited changes 
and cancellations were permitted up to 
24 hours in advance of the sailing. This 
has been modified to 5pm of the 
previous operational day at the request 
of WSF’s commercial customers. 

SAN JUAN ISLANDS PARTNERSHIP GROUP 
Proposed Change and Cancelation Policies 

Objectives 
• Be flexible enough to allow for last minute changes 
• Fill vessel vehicle deck during peak sailings – avoid too many last minute cancelations 
• Reduce last minute calls to info agents for changes/cancelations – set cut-off times so that 

info agents have enough time to process calls 
• Ensure terminal staff are aware of what is reserved on the next sailing so they can properly 

stage the loading dock – avoid too many last minute cancellations; reduce no-shows 
• Keep the policies simple and easy for customers to understand 

Key Assumptions 
• Customers can change and cancel easily online or by phone 
• Customers who do not change or cancel their reservation and do not travel on the day they 

have a reservation, will have a no-show penalty (note: this may include forfeiture of the 
deposit or a no-show fee. The Partnership Group will have an opportunity to discuss this at a 
future meeting) 

• Customers who arrive late, meaning they travel the same day they have a reservation but 
they don’t arrive in time for their reserved sailing, keep their deposit but go to the back of 
the drive-up line. This is the primary strategy for accommodating return trip uncertainty and 
last minute travel plan changes. 

• WSF does not currently anticipate the need for change or cancel fees. The reservation 
deposit and a potential no-show fee will be the primary tools for managing cancel and 
change activity. 

Proposed Change & Cancel Policies 
Up until 5pm of the prior operational day, unlimited cancellations and changes are allowed. 

Customers can change or cancel reservations as much as they would like free of any cost 

Customers are refunded their deposit if they cancel within this timeframe 

Reasons for the policy:  

• During this timeframe, change and cancel 
activity does not affect WSF staffing needs or 
terminal operations.  

• Most reservations are canceled early enough to 
make them available to customers who want to 
make last minute reservations. 
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• Simple, easy to understand rule for customers 

After 5pm of the prior operational day but before 2 hours in advance of the reserved sailing 
time: 

Customers who cancel their reservations do not receive a refund on their deposit 

Customers are allowed one free change per reservation in this timeframe (note: if customers 
change their reservation to another day, they have used up that free last minute change and 
cannot change that reservation again) 

If customers want another change, it will be treated like a cancelation (deposit is forfeited or 
charged if it hasn’t been paid already), and the customer will need to book a new reservation 

Reasons for the policy:  

• During this timeframe, too many cancelations would lead to unused vessel capacity, as new 
customers won’t have adequate time to book the spaces that have been canceled 

• This policy is similar, though more generous, than some other ferry systems that allow one 
free change (Blackball, Wightlink)  

• Reduces burden on WSF call center, since customers know they can only change once. Two 
hours gives call center enough time to process calls. 

• Terminal has enough time to plan the staging of all vehicles 

Less than 2 hours in advance of the reserved sailing time: 

Reservation system is “locked,” and customers cannot change or cancel 

Deposits will not be forfeited if the customer travels any time that day  

Reasons for the policy:  

• Terminal staff needs to know what reservations to expect in order to plan vehicle staging 

• Drive-up customers need to know likelihood of getting on the next sailings 

• Call center cannot handle a large volume of last minute calls to change reservations 

• The policy is still flexible for customers – they will not lose their deposit if they travel that 
day, but they will have to go stand-by 

(7)



    

March 13, 2013 DRAFT 
For more information, please contact: 
Marta Coursey, Director of Communications, WSF 
marta.coursey@wsdot.wa.gov 

SAN JUAN ISLANDS PARTNERSHIP GROUP 
Trip Planning and Better Customer Information: Updates 

Planned Near Term Improvements 

• "Best Times to Travel" (beginning Spring 2013) 

o Updated charts on a monthly basis, to reflect the variations throughout a season 

o Better website visibility of "Best Times to Travel" information on WSF’s website 

o Marketing campaign including feature on WSF homepage, news release, advertising with vistor’s 
bureau, advertising on visual paging, advertising on schedule, etc. 

• Terminal Conditions (Pilot – date TBD) 

o Provide real-time space availability based on vehicle reservations and vehicles ticketed through 
the tollbooth (limited to locations that process fare transactions) 

WSF Data Available to Third Parties 
• In order to make data available to third parties, WSF must receive approval from the Office of the 

Chief Information Officer (OCIO). WSF has initiated this process, and approval could take 1-2 
months.  

Mobile Apps 

• WSF is interested in developing access to vehicle reservations via a mobile app  

• The app would also provide additional information including best times to travel and terminal 
conditions. 

• Funding for any mobile app would have to come out of the Reservations Phase 2 Implementation 
budget. 

o Pending legislative approval, funding would be available July 1, 2013. 

o The amount of funding available will depend on phase 2 scope for IT development and savings 
or cost reductions WSF could identify in other reservations program areas (like the Intelligent 
Transportation Systems (ITS) program). 
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