Jersey Registered Boat Owners

Customer Survey Results 2020
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Summary of key findings

Profile of survey respondents

* 65% of respondents have owned a boat for 10 years or more
e Between 80-90% of respondents do their own general cleaning and repairs
with 76% doing their own antifouling

Marine Media
*  96% of respondents use marine media or apps

e 74% of respondents use a weather app
* 68% of respondents use the Ports of Jersey website

Vessel and berth

* 42% of respondents keep their boat in Elizabeth or St Helier Marina
* 94% of respondents have an annual berthing contract
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Summary of key findings

Use of facilities

- ¢ 52% of respondents use La Collette Boat Park and 62% use the drying pads
* 75% of respondents use the recycling sites provided by Jersey Marinas
- * 9% use the pump out service in Elizabeth Marina

- Satisfaction and Improvements
S « 86% of respondents are “Satisfied” or “Very Satisfied” with the cleanliness of all areas asked about
H’

* 75% of respondents are satisfied with the maintenance of the pontoons in the marinas including the lighting

» Staff helpfulness scored highly with both the marine leisure centre and ships registry receiving over 95%
satisfaction from their customers

Areas for improvement were identified, around half of respondents are “Dissatisfied” or “Very Dissatisfied” with
parking for the marinas and outlying harbours. Wifi also scored low with 66% of respondents “Dissatisfied” or
“Very Dissatisfied”

* When asked about the possibility of doing a variety of services online the most favoured was “Booking drying
blocks/pads” with 62% of respondents wanting to do this online
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Methodology

An online survey comprising of 20 questions collected data between 25
November and 07 December 2020. An invitation to complete the survey
online was sent to a Ports of Jersey mailing list of 1,383 boat owners.
The survey was completed by 310 boat owners; this is a good response
rate of 22%

The survey was structured to ask questions on the following:

* Profiling questions, including years of boat ownership, where they
store their boat, the type of work owners do on their own boats and
maritime training they would like to do.

* Marine media, including website app, media and publications used
and what services they would like to do on our website.

* Use of and satisfaction with the facilities provided by the Ports of
Jersey.

* Ideas for improvements to the facilities and services provided by the
Ports of Jersey.

Not all respondents completed all questions in the survey, therefore,
there are some variances in the number of responses received on the
guestion compared to the overall total amount of surveys received.
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Profile of respondents

Only 3% of respondents don’t do any of their own maintenance.
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0.00% 65% have owned a boat for more than
Anti-fouling Engine General General Other (please 10 years.
maintenance cleaning repairs specify)
B What level of maintenance do you do on your own boat
Other comments include, checking safety equipment and maintenance
of sails and rigging.
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Marine Media

Respondents were asked if they used any of the below marine media/apps, other
comments included Navionics, Windy, XC Weather, Magic Seaweed, AlIS and Escales.
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Magazine  Cruising  Marinas  Mariners  Jersey Jersey apps ®°
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Handbook
B Which marine media/apps do you use
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Vessel and Berth " Bouley Bay

M Elizabeth Marina

M Gorey Harbour
A total of 77% of respondents keep their _
boat in St Helier and 18% in the outlying ® La Collette Marina

harbours, less than 1% keep it on a trailer.
W La Rocque

MW Old St Helier
Harbour
W On a trailer

B St Aubin's

B St Catherine's

B St Helier Marina

W Other

94% of respondents have an annual berthing contract with
mAnnual mSummer M Winter mN/A summer and winter contracts being only 2% each

| portsje | w K 8 B PORTS OF JERSEY

" YOUR ISLAND GATEWAY



Marina Services

The launderette scored highly with 95% of respondents that use the facility being satisfied or very satisfied.
WiFi access scored the lowest, 67% are dissatisfied or very dissatisfied.

Very Dissatisfied m Dissatisfied M Satisfied B Very Satisfied

WIFI ACCESS 40% 30% 4%

TROLLEY 24% 61% 9%
AVAILABILITY

RECYCLING )7 68% 20%
SITES

PARKING 31% 36% 13%

LAUNDERETTE 5% 63% 32%

ACCESS TO 21% 50% 21%
HOLDING PONTOONS
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Use of facilities and services

52% of respondents use La Collette Boat Park, 19% use the pump out service in Elizabeth Marina and 62% use
the drying blocks and pads provided by Jersey Marinas.

Some additional feedback from the comments is that boat owners would like to see an increase in the cleaning
of the drying blocks/pads.

Very Dissatisfied ™ Dissatisfied M Satisfied B Very Satisfied

LA COLLETTE 20% 64% 8%
BOAT PARK
ELIZABETH MARINA 15% 72% 11%

PUMP OUT SERVICE

DRYING PADS/BLOCKS > 12% 72% 13%
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Cleanliness and maintenance

PONTOONS LIGHTING WEEDING Marina Maintenance

B Very Dissatisified
B Dissatisfied

W Satisified

M Very Satisfied

Marina Cleanliness

Very Dissatisfied m Dissatisfied M Satisifed ® Very Satisfied

PUBLIC AREAS/WALKWAYS 4% 59% 35%
PONTOONS 6% 53% 40%
MARINA 7% 52% 38%
FACILITIES 39 41% 55%

(E.G. TOILETS, SHOWERS)
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Outlying Harbours

Around half of respondents answered N/A which indicates they have no experience of the outlying harbour service or
facility they are being asked to rate. The results of those who did rate them are below.

Very dissatisfied M Dissatisfied M Satisfied B Very Satisfied

PARKING

ACCESS

CLEANLINESS OF PUBLIC
AREAS/WALKWAYS

CONDITION OF MOORINGS
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Marine Leisure Centre

We asked people to rate how satisfied they were with the service received from the Marine Leisure Centre and
Jersey Marinas website.

There were high levels of satisfaction, with almost all respondents (95%) positive about how helpful the staff at
the centre were and 92% happy with the service received over the phone.

Very dissatisfied  ® Dissatisfied ™ Satisfied ® Very Satisfied

WEBSITE CONTENT AND 7% 74% 18%
LAYOUT
TELEPHONE RESPONSE p 6% 62% 30%
STAFF HELPFULNESS | i 45% 50%
OPENING HOURS 10% 72% 10%
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Marine Leisure Centre

We asked respondents to choose the three words to best describe their customer experience with the Marine
Leisure Centre. Over half agreed that the staff were accommodating and efficient. Many followed this up to say
that the staff were friendly, when people saw them around the marinas.

Accomodating
Average
Complicated
Duplication
Easy

Efficient
Excellent

Inefficient

Onerous

0% 10% 20% 30% 40% 50% 60% 70%

B What three words best describes your customer experience with the Marine Leisure Centre
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Ships’ Registry

Respondents were asked to provide feedback on the service they receive from the Ships’ Registry. The results were
overwhelmingly positive with three out of four options scoring more than 97% positive. Over 40% were very
satisfied with how helpful the staff were.

Dissatisfied M Satisfied W Very Satisfied

WEBSITE CONTENT AND 76% 18%
LAYOUT

TELEPHONE RESPONSE

STAFF HELPFULNESS

OPENING HOURS

| portsje | w K 15 B PORTS OF JERSEY

" YOUR ISLAND GATEWAY



Ships’ Registry

We asked respondents to choose the three words to best describe their customer experience with the Ships’
Registry. Over a third agreed the team were efficient and accommodating.

Accommodating
Average
Complicated
Duplication
Easy

Efficient
Excellent

Inefficient

Onerous

0% 5% 10% 15% 20% 25% 30% 35% 40%

B What three words best describes your customer experience with the Ships' Registry
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Online services

Respondents were asked to choose which, if any, of these services they would like to be able to do online. The
most common service selected by over 60% of respondents was the facility to book drying blocks and pads.

Berth and mooring allocations and applications for the waiting list of moorings were also popular, both chosen by
49% of respondents.

Amend vessel registration
Berth/mooring allocations
Book drying blocks/pads
Book the boat hoist

Make payments

Parking permit application

Register a vessel

Waiting list application

0% 10% 20% 30% 40% 50% 60% 70%

B Which of these services would you like to be able to do online?
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Improvements

We asked boat owners what we could do better to enhance the services and facilities we provide, we have
highlighted some of the more common themes.

More:
* Holding Pontoons
* Trolleys for the marinas

*  Visitor moorings in outlying harbours We are committed to using the
feedback in this survey to make

improvements to the services we
*  Staff visibility on the pontoons offer our customers.

We are always grateful to receive

feedback, if you didn’t get an
Improve: opportunity to respond to this
survey but would like to have your
say you can email ask@ports.je with
* Booking systems your comments.

e Parking enforcement

e WiFi strength

* Online services

* Marina access
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mailto:ask@ports.je

Ports of Jersey

Ports of Jersey
St Peter
Jersey

JE1 1BY
ask@ports.je

www.ports.je
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