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Subject: 

 
Q to Q Demonstration Ferry Service Outcomes and Next Steps 

 
 
RECOMMENDATION 
 
THAT Council direct staff to report back with options, including cost estimates, for a pilot 
ferry service to operate from Spring to Fall 2018. 

 
 
BACKGROUND   
 
A pedestrian and bicycle connection between Queensborough and the mainland of New 
Westminster has been a long-standing City transportation objective.  In October 2016, as the 
result of significant cost identified for the construction of a permanent pedestrian and bicycle 
bridge from Queensborough to Quayside, City staff proposed exploring the implications of a 
limited ferry service in 2017. Council directed staff to determine fixed infrastructure and 
operating costs for the operation of a ferry service between Queensborough and the 
Downtown and a 2-month demonstration service was initiated to test the concept and to gain 
a better understanding of the technical and financial implications.   
 
Several locations were considered for the ferry terminals, and the public dock at Port Royal 
and a temporary dock in a berth next to the Samson V sternwheeler museum were 
determined to be the only feasible locations for the short-term demonstration service. With 
the permission of Inn at the Quay, a temporary dock was constructed and installed. The 
temporary structure was designed to ensure safety and a basic level of service; it was not 
possible to overcome the significant grades on the ramps leading to the docks at these two 



City of New Westminster                  October 30, 2017 2 
 

Agenda Item 458/2017 

terminals at low tide (16% grade at Quayside and 26% at Port Royal, at low tide) in the short 
period of time which was available.  
 
DISCUSSION 
 
Western Pacific Marine was selected to operate the service on behalf of the City. The 40-
passenger MV Hollyburn was used to deliver the service. The demonstration service was 
scheduled to run between 9 a.m. and 7 p.m. on Saturdays, Sundays and holiday Mondays 
from August 2nd until September 24th. The service also ran on Friday evenings from 5-9 p.m. 
in August to coincide with Fridays on Front. When it was determined late in the week of 
July 24th that the service would be ready for operations the following weekend, it was 
decided to hold a free preview on the weekend of July 29th and 30th. Although this was 
advertised only using social media and e-mail distribution lists, word of mouth and signage 
to attract foot traffic on the Queensborough perimeter trail and Quayside boardwalk, over 
2900 trips were taken over the two free preview days. 
 
The BC Day weekend was the first weekend of service when fares were being charged. This 
“hard launch” weekend was preceded by a media release, information on the City’s website 
and print advertising. Over 3600 trips were taken on the 3 ½ days of the holiday weekend, 
resulting in one sailing waits in peak afternoon periods. On sunny weekends during the rest 
of the demonstration, more than 300 trips were taken on Friday evenings and more than 800 
trips on most Saturdays, Sundays and holiday Mondays. A significant number of passengers 
with pets and bicycles, strollers and canes also used the service. Included in Attachment 1 is 
a summary of ridership data for the demonstration period, including information on weather, 
which indicates lower interest in the service on days with rain and this reduced interest was 
more pronounced on cooler days. 
 
Passenger surveys were available on the vessel and online and City staff also conducted 
some in-person surveys. The purpose of the survey was to determine where passengers were 
from, their age group, who they were travelling with, what their uses and destinations were, 
how frequently they may use the service throughout the year and what times of day and days 
of the week they may use it. The survey responses indicate strong support for the 
demonstration service, and also provide valuable information on how the service could be 
improved. Feedback from Downtown businesses indicates that there has been an increase in 
the number of Queensborough residents patronizing businesses in the Downtown and at the 
Quay, and a significant number of passengers from other parts of New Westminster and 
other regional origins stated in the surveys that the service encouraged them to discover 
Queensborough’s recreation and commercial amenities. Provided in Attachment 1 is a 
complete summary of survey responses. In addition to the surveys, a letter of support was 
received from the Queensborough Residents Association, which is included in Attachment 2. 
The River Market reports a 10% increase in foot traffic on ferry operation days and the 
Downtown New Westminster BIA reports that, overall, the members that they have spoken 
to feels positive about the Q to Q and most comments indicate that businesses saw more foot 
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traffic on days the Q to Q ran. A support letter from the River Market with their observations 
on the ferry is included as Attachment 3. 
 
Considerations for Future Service 
Based on the experience gained through the short demonstration period, a number of 
considerations have emerged, which will need to be considered if Council wishes to proceed 
with a full scale pilot project in 2018. Of particular note: 
 
Accessibility – Given the short duration of the service and the short planning period available 
to set it up, it was not possible to optimize the infrastructure for all ages and abilities. If a 
pilot project were to proceed, significant additional investment will be required to provide a 
more inclusive service. There are a variety of challenges associated with improving 
accessibility, including steep ramps at low tide, transitions from ramp to float and from float 
to vessel, the ferry vessels themselves and operational practices. In order to improve 
accessibility, at the very least, longer ramps will be required at each dock to address low tide 
conditions, or a lift system may be needed; better transitions will have to be created to make 
it safer and more comfortable for people to move from the float to the vessel, and; a vessel 
that can better accommodate people with disabilities may be required. 
 
Downtown Dock – with the support of Inn at the Quay, the City was permitted to install a 
temporary dock next to the Samson V. While this location was workable for the short 
demonstration period, it is problematic for a variety of reasons: 
 

1. At low tide, the bottom of the float was very close to the riverbed, risking damage to 
the float and instability;  

2. Ideally, the float should be further away from shore to enable installation of a longer 
gangway, which would help to address steep grades at low tide, and;  

3. The orientation of the float made it challenging for the vessel operator to moor the 
vessel. Ideally, the vessel should be moored in the direction of river flow. 

 
Port Royal Dock – while the dock was sufficient for the purposes of a short duration 
demonstration, the float should be larger, especially if a vessel the size of the MV Hollyburn 
will continue to be used. A larger float would provide more space for people to queue as they 
wait to board the vessel, and it would better accommodate people with mobility aids, 
strollers, bicycles and dogs.   
 
Weather Protection and Waiting Areas – given how exposed the docks are, particularly in 
Port Royal, and the potential for passengers having to wait for a ferry, some form of waiting 
area is recommended, particularly at Port Royal as this location does not benefit  from an 
adjacent market or other building that provides weather protection.  
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Police Boat – The New Westminster Police Department has expressed interest in mooring 
the police boat at the downtown dock.  If a pilot project were to proceed, consideration fo r 
the needs of a float and boat house for the police boat will have to be taken into account.  
 
Project Management – the demonstration ferry service provided an opportunity to assess the 
operational implications of setting up, managing, monitoring and responding to the needs of 
a passenger ferry service. Numerous City staff were involved in supporting the 
demonstration service, which resulted in staff time being diverted from other priority 
initiatives. If a pilot project is to proceed, a dedicated project manager will need to be 
engaged to assume responsibility for all aspects of the pilot, including planning, operations, 
liaison with technical and contract staff, contract administration, monitoring and evaluation, 
marketing and communications, and reporting. 
 
Next Steps 
The feedback received from passengers suggests strong support for implementation of a full 
scale pilot project in 2018, and the experience gained from the demonstration service has 
been informative. Staff recommend that a full scale pilot ferry service be implemented in 
2018, with input from the Advisory Committee for Transit, Bicycles and Pedestrians 
(ACTBiPed) and the Access Ability Advisory Committee (AAAC), Council, residents, 
businesses and other community interests. The pilot service should be designed to ensure 
additional learning and experience is gained, particularly with respect to: 
 

1. Infrastructure – options should be explored to address the considerations described 
above, in particular to better address the needs of people with disabilities. 

2. Hours of Operation – the pilot project should seek to understand the implications of 
providing a service that addresses the needs of a wide range of people, including those 
interested in using the service to commute to work, for shopping, for special events 
and for recreational purposes. 

3. Implications for Businesses – the pilot project should seek to assess the implications 
of the ferry service for businesses Downtown and in Queensborough, including 
potential benefits, opportunities, challenges and negative impacts. 

4. Implications Associated with Weather and Seasonal Changes  – the pilot project 
should seek to understand the implications of providing a service that is viable in a 
variety of seasonal and weather conditions. 

5. Fares – the pilot project should seek to understand the implications of integrating with 
TransLink’s Compass Card. 

6. Communications and Marketing – the pilot project should be strategically marketed to 
encourage use of the service by a range of people from across the City, during a range 
of times, and in a variety of weather conditions. 

7. Mode Shift – the pilot project should seek to understand what would be required for 
people to shift some of their trips from vehicle trips to the ferry.  
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FINANCIAL IMPACT    
 
An allocation of $500,000 was included in the 2017 budget for a trial Q to Q ferry service. 
Approximately $145,000 was expended for the design, construction and installation of new 
and upgraded docking facilities in Port Royal and Downtown, as well as for signage and 
other ferry terminal supportive infrastructure, and the tokens which were used for to assist 
with fare collection. Western Pacific Marine was paid $40,000 to operate the service. With 
fares set at $2 for adults and $1 for youth, approximately $20,000 in fare revenue was 
collected during the demonstration period, which helped to offset operational expenses. 
Approximately 70% of revenue was collected on-board as cash fares; the remaining 30% of 
fares were paid through the sale of tokens at Queensborough Community Centre, Anvil 
Centre and at Tres Galli Caffé at the River Market.  
 
Subject to Council direction, staff will report back with options for a 2018 pilot project, 
including cost estimates.  
 
SUSTAINABILITY IMPLICATIONS 
 
The promotion of low-impact transportation modes and the reduction in trips by motor 
vehicles, which is supported by a pedestrian and bicycle ferry, is a key direction of Envision 
2032, the Community Energy and Emissions Plan and the Master Transportation Plan. The 
ferry service also supported economic development objectives, including promotion of 
tourism and providing commuters with sustainable travel options, and social and cultural 
objectives, including providing residents and visitors with an opportunity to experience the 
Fraser River, supporting healthy transportation options, and providing convenient access to 
services and recreation facilities. 
 
OPTIONS 
 
The following options are presented for Council’s consideration: 
 

1. THAT Council direct staff to report back with options, including cost estimates, for a 
pilot ferry service to operate from Spring to Fall 2018; 
 

2. Provide staff with other direction. 
 

Staff recommends Option 1. 
 
INTERDEPARTMENTAL LIAISON 
 
The Engineering Department and the Chief Administrator’s Office worked closely to deliver 
the demonstration ferry service. The Parks and Recreation Department also provided support 
for the development and implementation of the service. 
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CONCLUSION 
 
While the demonstration ferry service was not intended to be a full trial service, it did 
provide an opportunity for some members of the public to experience a ferry connection 
between Queensborough and Downtown, and enabled the City to gain experience locating 
suitable water lots, designing and installing dock infrastructure and operating a ferry service. 
The service also supported tourism in the peak summer period and provided passenger 
survey and usage data to better understand potential demand and service requirements for a 
future pilot project. Overall, strong support was expressed by those who used the fer ry 
service, but several areas for improvement were identified, notably with respect to the need 
to be more inclusive, the need for improved weather protection, and the desire for longer 
service hours and service to be provided on weekdays to serve the needs of commuters. If 
Council approves a full scale pilot project, additional investment will be required to enable 
the service to be more inclusive, and a dedicated project manager will be required to ensure 
the pilot project can be implemented without compromising the ability of staff to deliver 
other priority initiatives. 
 
ATTACHMENTS 
 
Attachment 1 - Summary of Ridership Data, Fares and Survey Responses 
Attachment 2 - Letter from Queensborough Residents Association 
Attachment 3 - Letter from the River Market 
 
This report has been prepared by: 
Lisa Leblanc, P.Eng., M.Sc., Manager, Transportation 
Mark Allison, Manager of Strategic Initiatives and Sustainability 
 
 
 
 
 
 
 

 

  
 
 
Approved for Presentation to Council 

 

Jim Lowrie, Eng. L, MBA 
Director of Engineering  Services 

 Lisa Spitale, 
Chief Administrative Officer 
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Memorandum 

To: Lisa Leblanc, Mark Allison Date: Friday, October 13, 2017 

From: James Craxton File No: 1106527 

Subject: Q to Q Ridership Data and Survey Analysis 

Provided in this memorandum is a summary of the ridership data and survey responses from the 
demonstration ferry service that was implemented in August and September between 
Queensborough and Westminster Quay. Passengers were invited to provide feedback by filling 
out a survey. Hard copies, in-person interviews, and an on-line version of the survey were 
available. In total, 738 surveys were completed and 432 of these included written comments.  

Passenger Survey comments were separated into 12 different themes, including an "Other" 
category, and then summarized to convey observations, concerns, and opinions. Ridership and 
fare data was collected by the ferry operator’s onboard staff daily. Token sales data was collected 
by the staff of each location where tokens were sold: the Anvil Centre, Tres Galli Caffe, and the 
Queensborough Community Centre. Weather data was taken from Environment Canada's past 
weather records and compared with ridership data to see how less favourable conditions impact 
ridership. Average hourly ridership was calculated separately for Saturdays, Sundays, and 
Holiday Mondays using the ridership data. The resulting charts show the demand of each port 
depending on the time of day. Cross Tabulations were completed by the online survey tool to 
compare responses of two questions from the passenger survey. 

In order to facilitate review of this document, a table of contents is provided: 

Table of Contents 
Ridership Analysis ........................................................................................................................................ 2 

Average Hourly Ridership for Saturday, Sunday, and Holiday Mondays .................................................... 3 

Token and Cash Sales ................................................................................................................................... 5 

Passenger Survey Responses ........................................................................................................................ 6 

Issues Identified by Passengers ................................................................................................................... 12 

Cross Tabulation Results ............................................................................................................................ 14 
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Ridership Analysis 
 

 
Figure 1 - Q to Q ridership compared with weather conditions 
 
 

 
Figure 3 - Q to Q bike and stroller/dog usage compared with weather conditions 
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Average Hourly Ridership for Saturday, Sunday, and Holiday Mondays 
 

 
Figure 5 - Average Saturday Ridership by Hour 
 

 
Figure 6 - Average Sunday Ridership by Hour 
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Figure 7 - Average Holiday Monday Ridership by Hour 
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Token and Cash Sales 

 
Figure 8 - Token sales by location 

 
Figure 9 - Sales for each location 

The sources for Figures 8 and 9 were compiled sales reports from the Queensborough 
Community Centre, Tres Galli Gelato Caffe, The Anvil Centre and the on-board crew. 
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Passenger Survey Responses 
 
Provided below is a summary of the survey data: 
 

1. What neighbourhood do you live in? The majority of respondents originated from the 
Queensborough neighbourhood, with significant ridership also from residents from the 
Downtown and Quayside neighbourhoods. One in twenty respondents were from outside 
of New Westminster. 

2. What is your age group? The vast majority of survey respondents were between the 
ages of 30 and 59 with the largest group being 30 to 39. Seniors make up one in five 
respondents while only one in fifty respondents were under the age of 19. 

3. Who are you/would you normally be travelling with? Most respondents were 
travelling with a partner while significant numbers were travelling with children or 
friends; one quarter were travelling by themselves. 

4. How many times per week would you use this ferry if it were a regular service? 
Responses were similar to the question above, with more than half of respondents saying 
that they would take the ferry more than twice per week. One quarter of respondents said 
that they would likely use the service less than once per week. 

5. How satisfied are you with the ferry service today/so far? The majority of respondents 
(four out of five) were satisfied with the service. About one in five respondents was not 
satisfied with the service. 

6. What would you use the ferry for? While nearly nine out of ten respondents said they 
would use the ferry for recreation, many said they would also use it for shopping or 
access to transit services such as the SkyTrain. One quarter of respondents said they 
would also use this service for commuting or business purposes. 

7. How are the prices for the ferry service? Over half of the respondents stated that the 
fares ($2 for adults, $1 for youth and seniors and free for children under 5) were very 
reasonable and another quarter said they were either fair or somewhat reasonable. 
Approximately one in six did not believe that the fares were reasonable. 

8. What additional times would you like to see the ferry run? Nearly seven out of ten 
respondents agree that the weekday evening commute and late evening should be 
included in the ferry operating hours. About half of respondents support adding the 
weekday morning commute time and two out of five support adding weekday afternoon. 
Approximately one out of three were interested in the early morning or weekday morning 
to early afternoon service. 

9. What times of year would you use the ferry? A large majority of respondents stated 
that they would use the ferry all year round, with one in eight stating they would use the 
service during the summer months only. 

Charts supporting the summary of survey data are shown in Figures 10 through 19. 
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Figure 10 - Question 1 Summary Chart 

 

Figure 11 - Question 2 Summary Chart 
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Figure 12 - Question 3 Summary Chart 

 

Figure 13 - Question 4 Summary Chart 
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Figure 14 - Question 5 Summary Chart 

 

Figure 15 - Question 6 Summary Chart 
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Figure 16 - Question 7 Summary Chart 

 

Figure 17 - Question 8 Summary Chart 
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Figure 18 - Question 9 Summary Chart 

 

Figure 19 - Question 10 Summary Chart 
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Issues Identified by Passengers 
 
The survey also allowed for passengers to provide any other suggestions and comments about the 
service. An analysis of these responses identified the following key themes: 
 

1. Accessibility - The importance of accessibility was made clear. Many were upset over 
the lack of wheelchair access and some claimed it was difficult for seniors to board the 
ferry itself. Those who had strollers and bikes were grateful to have the service, though 
they stated that access could be improved. 

 
2. Use for Commuting - Residents of Queensborough found the ferry useful for accessing 

Downtown New Westminster or transit such as the SkyTrain. Many claimed that having 
regular service during the week, including mornings and evenings, would greatly 
improve their daily commute. Some found the Queensborough Bridge to be unreliable 
due to potential traffic problems. Moreover, some were upset over the loss of the C99 
Community Shuttle and see the need for better transit connections on weekends to serve 
Port Royal.  

 
3. Integration with TransLink Compass Card - Many riders commented that integration 

with the TransLink Compass Card would make the service more convenient, affordable, 
and attractive. 

 
4. Noise and Emissions - The most common feedback was in regards to the noise and 

exhaust from the diesel engine. Parents with children on board were concerned for the 
health of their children when breathing in the fumes and smoke. Others were concerned 
with the noise being bothersome to those that lived nearby on the Port Royal side. Many 
realized the importance of a more environmentally friendly solution and encouraged 
cutting emissions.  

 
5. Weather Protection - Some pointed out the lack of weather protection on the Port Royal 

side. Not just for rain and wind, but also from the sunshine on the exposed dock. 
Suggestions included shelters, benches, and waste/recycling receptacles. 

 
6. Fare/Cost - While some thought the cost of fare was reasonable or too cheap, those who 

had commuting in mind found the current pricing to be too high. Suggestions included 
deals on round trips, ticket books in bulk, and monthly or yearly passes. Some also 
commented there should be student and senior pricing. Comments on the tokens 
suggested different colours for different age groups, better information on where to 
purchase them, or not using them at all in the future. 

 
7. Pedestrian Bridge - There were a number of comments related to the proposed 

Queensborough pedestrian and bicycle crossing. Some are happy with the ferry service as 
an alternative solution and prefer it. Others were quite upset over the status of the 
pedestrian crossing and would prefer it over a ferry. A bridge was considered ideal by 
some because it would be available 24/7 and not cost to use, unlike the ferry. A few 
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riders stated they moved to Queensborough with the expectation that a pedestrian bridge 
would be constructed. 

 
8. Queensborough Bridge - Some respondents mentioned that congestion on the 

Queensborough Bridge and the current sidewalk and bicycle path create an undesirable 
experience. Many state that either a pedestrian crossing or ferry would improve their 
commute for work or recreation. 

 
9. Connecting Communities - Residents of the Queensborough neighborhood were very 

happy to have a connection to the City. Some saw opportunity for cafés and businesses to 
grow in Queensborough and attract residents from other communities. Residents outside 
of Queensborough felt more connected to the community now that it was more easily 
accessible. There was an overall sense of positive community building. 

 
10. Service to Other Areas - Many riders saw an opportunity to expand the service of the 

ferry to other locations along the Fraser River. Some suggestions include Queensborough 
Landing, the Starlight Casino, Westminster Pier Park, Annacis Island, Surrey, and even 
Barnston Island and Steveston.  

 
11. Safety - Although not mentioned often, safety was of great concern to some riders. 

Suggestions included more secure railings, enclosures along railings to prevent dogs and 
small children from falling in the water, floatation devices, a safety talk at the beginning 
of each sailing, extra staff, a proper queuing area as to prevent crowding, and a dog area 
on the ferry. 

 
12. Other Issues - Many comments left positive messages stating how much they liked the 

service. Others suggested better signage about dogs, wheelchairs, etc. and wayfinding 
from transit to the ferry. Many also stated how they would like the service hours 
increased. There were also some comments on the need for washrooms at either end of 
the ferry and/ or onboard the ferry itself. 
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Cross Tabulation Results 

Survey responses were cross tabulated to answer the following questions: 

1. What is the age distribution of ridership by neighbourhood that the passenger lived in? 
2. What proportion of respondents who said they would use the ferry for commuting are of 

college or working age? 
3. What proportion of respondents who said they would use the ferry for commuting are 

from the Queensborough neighbourhood? 

Figures 20-22 and Tables 1- 3 answer these three questions. 

As seen in Figure 20, the majority of ridership was from the Queensborough neighbourhood, 
followed by Quayside. The age distribution of each neighbourhood is further detailed in Table 1. 

 
Figure 20 - Age Distribution of Ridership by Neighbourhood 
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Table 1 - Age Distribution of Ridership by Neighbourhood  

 

 


















