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Meeting Details:

FAC: Southern Gulf Islands Ferry Advisory Committee
Date: November 16, 2005

Location: Dunsmuir Lodge

Time: 9:15 a.m.

Attendees:

Committee BC Ferries

Co-Chair, Brian Hollingshead, Saturna

Captain Ratch Wallace, Marine
Superintendent, South Islands (Past)

Co- Chair, David Birchall, Galiano

Captain Christian (Chris) A. Frappell,
Marine Superintendent, South Islands

Donna Branston, Mayne
Jim Deverill, Mayne
Barry Wilks, Mayne

Captain George Capacci, Vice President,
Fleet Operations

David Dryer, Pender
Jill Justice, Pender
Susan Kelly, Pender

Gary Leitch, Manager, Stakeholder
Relations & Consultation

David Hutton, Galiano
Dave Morgan, Galiano

Betsy Terpsma, Community Relations
Manager

Janet Land, Saturna
Valerie McMillan, Saturna

Stephen Nussbaum, Manager Terminal
Operations, South Islands

Richard Tamboline, Capital Regional District

Lewis MacKay, Master, Queen of Nanaimo

Bob Jones, Chair, Salt Spring Island FAC

Donna Grapko, Project Manager,
Operations Management Teams

Gregg Clackson, Director Terminal
Operations, Swartz Bay

Allen Bell, Senior Master,
Queen of Cumberland

Roger Charron, Senior Master,
Queen of Nanaimo

Steve Anderson, Mger, Fleet Deployment &
Scheduling

Joanne Doyle, Planning Analyst

Steen Jesson, Senior Master, Mayne Queen

Roberta Chartier, Reservations Manager

Observers:
Gregg Dow, BCFMWU
Dan Clements, BCFMWU

Debbie Maclagan, Senior Business Analyst
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1. Call to Order:
9:15 a.m.

2. Approval of Agenda: a. 1) was added, Ferry Advisory Committee review
3. Public Presentations: None

4. BC Ferries — Introductions:

a. Captain Ratch Wallace introduced Captain Chris Frappell the new Marine
Superintendent for the Southern Islands. Captain George Capacci, Vice President,
Fleet Operations introduced himself and briefly described the upcoming service and
schedule review which is discussed in more detail below.

5. Minutes of Previous Meeting:

a. Minutes of the meeting held on May 26, 2005 were approved by email and attached
to the November 16, 2005 Agenda.

6. Old Business — Review of Previous Action Items:
a. Process for submitting public presentations

o Gary Leitch outlined the procedures as laid out in the terms of reference of the
committee. These require members of the public wishing to address the
committee to advise the chair before the meeting, to restrict their comments to
5 minutes and that all public presentations take no more than 30 minutes total
at the beginning of the meeting.

e a. 1) Gary Leitch indicated that BC Ferries is committed to the Ferry Advisory
Committee process, but recognizes that the process is not working as well as it
should for both the stakeholders, customers and BC Ferries. Therefore, Gary is
conducting a review, including interviews with the chairs of all FACs to identify
steps which need to be taken to improve the process in anticipation of
reappointing all committees early in 2006.

b. Report evaluating hourly parking strategy at Tsawwassen Terminal

¢ Steve Anderson reported that the new system has increased profitability for the
company but that he did not have detailed data with him. He undertook to
provide the data before the end of the meeting or shortly afterwards.
c. 30 minute check-in time for reservations

e Stephen Nussbaum reported that 30 minute check-in time for reservations on
the SGI routes was successfully implemented.

e The shorter check-in times were well received by customers.

¢ Tsawwassen Terminal would like to see the check-in time for their terminal
increased to 40 minutes again as 30 minutes is too little time to sort and
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marshal traffic in preparation for loading. The committee supports the increased
check-in time for Tsawwassen Terminal.

d. Route 5 and 9 loading procedures at Sturdies Bay and Tsawwassen

e The reconstruction of the Studies Bay ramp and other improvements has failed
to deal with the issues related to the lack of an adequate walkway for
passengers. Consequently, passengers still use the roadway, resulting in delays
in unloading vessels. Captain Capacci indicated that BC Ferries would
investigate the cost of improving the trestle to deal with foot passengers
efficiently.

e. Route 9 traffic stats year over year

e Steve Anderson presented traffic statistics for the past year (attached). These
indicate that traffic was flat.

f. Confirmation on Rte 5 accommodating extra vehicles during summer schedule

¢ Captain Alan Bell indicated procedures were implemented again this past
summer to carry additional traffic in the mornings from Mayne Island on the
Queen of Cumberland. It worked well and will be repeated next summer. Brian
Hollingshead added that the focused effort was appreciated. Barry Wilks
commented that while this accommodation is appreciated, he felt there is still
room for improvement on this connection.

g. Intra-terminal through fare transfers considered for Routes 4, 5 and 5A

e Stephen Nussbaum reported that intra-terminal transfers can not be
accommodated at Swartz Bay Terminal for traffic safety reasons.

o Transfers between routes can best be accommodated by making a reservation
on the Swartz Bay — Tsawwassen route and ensuring an early enough arrival
from the SGI routes to allow sufficient time to leave the terminal and redeem
the reservation at the ticket booth at Swartz Bay. This procedure is working
well from Fulford Harbour, Salt Spring Island on Rt 4.

e The question of honoring the reservation at Swartz Bay on the sailing following
the reserved sailing when the SGI ferry arrives too late to make the intended
connection was raised.

Action: BC Ferries will review their policy on this.

h. Announcements for Route 9 at Tsawwassen Terminal

¢ Captain Wallace indicated he had spent a day studying the issues with Route 9
at Tsawwassen. He reported that in his experience announcements were clear
everywhere except near the Starbucks shop in the Quay.

o BC Ferries will see if public announcements can override other programmed
noise (music) in the Quay.
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i. Kayak stowage on board

Capt. Wallace reported here is no official kayak storage program at BC Ferries.
Bike storage racks are being planned for vessels — a prototype to be trialed in
2006. Deck crew and Captains may have some ideas as interest in kayaking
continues to grow.

7. New Business:

a. Queen of Nanaimo — refit update, food service and other customer amenities

The vessel is currently at Deas Dock and has been stripped out. Equipment is

starting to be re-installed. The vessel is scheduled for a return to service on

December 23.

Similar food items will be available on the refit vessel with the addition of Bread

Garden sandwiches.

The gift shop will be enlarged, with a better selection of items and open longer

hours

Washrooms are being completely redone. The interior will be fresh, modern and

visually appealing.

BC Ferries is investing a total of $14.9 Million on the sustainment project.

Crew training is proceeding for the new evacuation system.

Is there an opportunity for a Ferry Advisory Committee visit?

There will be a reduction in the maximum number of passenger from

approximately 1100 to 1000. This should have a minimal impact on customer

service as the vessel only reaches maximum crew license (passenger load) a few

days per year.

Action: Gary Leitch and Betsy Terpsma to arrange a date for a ship visit at
Deas for the FAC.

b. Queen of Nanaimo — on time performance during summer 2005

The objectives of the summer schedule adjustments were to provide realistic
vessel transit times, sufficient in-dock times, to avoid multiple vessels in port

and to provide greater separation of vessels arriving in Sturdies Bay on Friday
afternoon. There was a substantial increase in overtime performance 30% on
Route 9 and 9A with schedule changes.

Still need to improve the turn-around time at Tsawwassen terminal. Mike Menzies,
Director of Terminal Operations at Tsawwassen and others will be involved in the
new scheduling committee.

Observation that even a 10 minute delay with Route 9 affects Route 5 vessels.

Action: New scheduling initiative will work to address these ongoing concerns
with on time performance.
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c. 2008 — 20012 contract — proposed service plans/schedule review

Power point presentation Southern Island Route Scheduling — Donna Grapko
(attached).

BCF intends to set up a scheduling committee to include BC Ferries and FAC
representatives on a working group.

Long term plan needs to include the replacement of vessels over next 15 years.
The Queen of Nanaimo will need to be replaced in 2014. What will the SGI
service look like in the future?

Comment around availability of FAC members (they need reasonable notice to
attend meetings) and at what point input to the scheduling committee is
required.

Given the fixed number of vessels how can the service be improved? BCF and
the FAC have already done a huge amount of work on this and there are
limitations to what more might be achieved with the existing fleet and built in
service commitments.

BCF goals are to improve the bottom line and service to customers. BCF cannot
change the schedule without working with the stakeholders — this is part of the
Coastal Ferry Contract.

Action: BCF requires SGI FAC representatives for the working group.

d. BCF personnel and customer service

Operations Management Team presentation — Donna Grapko (attached)
Suggest an informal “Roses and Lemons” program. FAC member could give
kudos to employees or complaints. This would supplement the more formal
customer satisfaction surveys.

Action: Committee members will provide “Roses and Lemons” comments
(whether from themselves or passed on from others using the service) to Capt.
Chris Frappell.

e. BC Ferries to analyze reservation patterns on Route 9 and Route 9a and block
booking of reservations

Issue of block booking for Route 9 — customers who block book and fail to
redeem their reservation should be penalized more than $10. This is an issue
primarily in the summer schedule.

Customers need to use the bookings or cancel them soon enough that people on
the wait list can be contacted.

Roberta Chartier to do further analysis of the reservation numbers on Route 9
and 9a. This is a timely issue, with BCF already examining commercial policies
on other routes.

Action: The FAC requests that BCF look at a larger penalty or better system to
manage block bookings in time for the 2006 Summer Schedule.
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Operations Updates:

Swartz Bay Terminal — Berth 2 Closure Jan. 3 — mid May, 2006. Through this 5
month period only 3 docks will be available at Swartz Bay.

The Spirit of Vancouver Island on Route 1 will be out of service Jan. 3 — Mar. 9
for a major refit and upgrade. The smaller Queen of Saanich will be the
replacement vessel.

The Queen of Cumberland will be out of service from Jan. 4 — 24 for refit. The
smaller Bowen Queen will be the replacement vessel.

There are new commercial vehicle restrictions on the Mayne Queen and the
Bowen Queen until decks can be reinforced. Heavy commercial vehicles over 10
tonnes GVW will be loaded in the centre lane only.

The short term plan for the Queen of Cumberland is to have the 4™ right angle
drive (RAD) installed in the next 10 days. In the long term (one year from
now), the Queen of Capilano will be changed out to a new propulsion system,
and all 10 RADS will then be available for the Queen of Cumberland.

8. Correspondence: None

Can the on time performance stats presented at the FAC meeting be released to
public?

Action: Steven Anderson to check.

9. Next Meeting: March 15, 2006.

Reminder that BCF employee names should be associated with agenda items.

10. Other:

Further discussion on Impark lot at Tsawwassen.

Action: BCF to provide Impark contact information for FAC.

10. Meeting adjourned: 1:30 p.m.

Approved:

Captain Chris Frappell, Marine Date: November 30, 2005

Superintendent

Brian Hollingshead, Co-Chair Date: November 28, 2005 with changes
David Birchall, Co-Chair Date: November 28, 2005
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Route 9 Traffic Comparisons: Fiscals 2001-2005

Route Fiscal Year Bus Semi Comm Pvoh Pvuh Mtcy Vehicles Adlt Chld Underage Adlt Ft Chld Ft Passengers
09 2001 164 42 1,002 4,044 137,791 1,071 144,114 300,037 24,196 16,961 124,739 7,966 473,899
2002 153 74 1,706 4,649 152,684 1,196 160,462 324,322 24,833 17,256 116,825 7,360 490,596
2003 185 99 2,082 4,983 161,384 1,440 170,173 340,001 24,202 17,432 117,014 6,919 505,568
2004 154 78 2,0701 5,155 163,343 1,484 172,284 343,989 23,969 16,533 110,928 6,083 501,502
2005 192 120 2,213| 5,322 161,958 1,432 171,237 341,338 24,102 16,791 110,696 5,901 498,828




Southern Islands
Route Scheduling

November, 2005
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2BCFerries PROJECT PLAN

e Summer Schedule, 2006
5, ba, 9, 9a
Deadline to MOT — January 1, 2006

e Fall/Winter/Spring, 2006/07
All Routes

Deadline to MOT — March 1, 2006

e 2008 Ferry Services Contract
All Routes
Deadline to MOT — October 1, 2006

e Committees



ABCFerries MILESTONES AND DEADLINES

Nov Dec Jan Feb Mar April May June July Aug Sept Oct

2008 Ferry Services Contract @ summerpeak ‘
Schedules Season



2BCFerries SCHEDULING COMMITTEE

ROLE - Review and Approve proposed schedules

— BC Ferries
« Vice President, Operations
e Marine Superintendent
e Manager, Fleet Scheduling
e Manager, Operational Planning
e Senior Masters, Terminal Directors/Managers
e Senior Business Analyst
= Union Reps
e Employee Reps
e Communications

— Ferry Advisory Committees
e Southern Gulf Island
e Salt Spring Island



2BCFerries WORKING GROUP

ROLE - Develop proposed schedules within timeframe

— BC Ferries
e Marine Superintendent
e Manager, Fleet Scheduling
e Manager, Operational Planning
e Planning Analyst
e Senior Masters
e Terminal Directors/Manager
e Senior Business Analyst
e Union Reps
e Employee Reps
e Communications
e Ferry Advisory Committee Representation - TBD



2BCFerries SHORT-TERM PLANNING

SUMMER, 2005 SCHEDULES
« WHAT WORKED; WHAT DIDN’T
SUMMER, 2006 SCHEDULES

FALL/ZWINTER/SPRING, 2005706 SCHEDULES

2008 FERRY SERVICES CONTRACT



ABCFerries LONG-TERM PLANNING

e Queen of Nanaimo, Mayne Queen, Bowen Queen, Howe
Sound Queen

— Replacement of Vessels over the next 15 years

— Opportunity to make major changes






~ABCFerries Company Objectives
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ABCFerries CUSTOMER SERVICE

e BUSINESS COURSES
— Building a Customer Focused Culture

e CUSTOMER SERVICE QUALITY STANDARDS
— Fleet Wide Standards

e CUSTOMER SURVEYS
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