Part 1: Background and evidence

Ticket scans take 1.61 seconds on the Pier 4 to Gull Island gate.

Refund requests are down 48%, so the new policy is working.

Refund requests are down 45%, so the new policy is working.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
64% of school parties miss the last sailing on Pier 4 to Gull Island.

67% of school parties miss the last sailing on Old Quay to Heron Point.

Ticket scans take 1.21 seconds on the Northgate to Saltmarsh gate.

Reviewers are asked to read the whole part before commenting on any single item.
The Northgate to Saltmarsh service carried 2100 passengers last month.

The Old Quay to Heron Point service carried 1300 passengers last month.

The Northgate to Saltmarsh service carried 5200 passengers last month.

The group reviews this document again after each quarterly planning meeting.

Ticket scans take 1.32 seconds on the Pier 4 to Gull Island gate.

Refund requests are down 49%, so the new policy is working.

56% of school parties miss the last sailing on Old Quay to Heron Point.

This section records the working assumptions of the product group and is revised before each review.
26% of freight clerks miss the last sailing on Old Quay to Heron Point.

Ticket scans take 1.21 seconds on the Pier 4 to Gull Island gate.

Ticket scans take 1.29 seconds on the Northgate to Saltmarsh gate.

Where a paragraph refers to a table, the table appears at the end of the section.
Ticket scans take 1.56 seconds on the Pier 4 to Gull Island gate.

Ticket scans take 1.42 seconds on the Old Quay to Heron Point gate.

Rival operators fill 7% more seats per sailing than we do.

This section records the working assumptions of the product group and is revised before each review.
The Old Quay to Heron Point service carried 1800 passengers last month.

60% of island residents miss the last sailing on Pier 4 to Gull Island.

Rival operators fill 22% more seats per sailing than we do.

The operations team meets on Thursdays and keeps notes with the release plan.
Queue time at the Pier 4 to Gull Island kiosk rose 23% after the timetable change.
Refund requests are down 51%, so the new policy is working.

Refund requests are down 28%, so the new policy is working.

Where a paragraph refers to a table, the table appears at the end of the section.
Ticket scans take 1.34 seconds on the Pier 4 to Gull Island gate.

The Northgate to Saltmarsh service carried 6800 passengers last month.

Refund requests are down 21%, so the new policy is working.

The group reviews this document again after each quarterly planning meeting.

The Pier 4 to Gull Island service carried 4700 passengers last month.

Rival operators fill 11% more seats per sailing than we do.

Ticket scans take 1.23 seconds on the Pier 4 to Gull Island gate.

The group reviews this document again after each quarterly planning meeting.

Queue time at the Old Quay to Heron Point kiosk rose 59% after the timetable change.
20% of island residents miss the last sailing on Old Quay to Heron Point.

67% of freight clerks miss the last sailing on Northgate to Saltmarsh.

This section records the working assumptions of the product group and is revised before each review.
Ticket scans take 1.62 seconds on the Northgate to Saltmarsh gate.

Ticket scans take 1.57 seconds on the Northgate to Saltmarsh gate.

Refund requests are down 66%, so the new policy is working.

The operations team meets on Thursdays and keeps notes with the release plan.

15% of commuters miss the last sailing on Pier 4 to Gull Island.

Ticket scans take 1.60 seconds on the Northgate to Saltmarsh gate.

Queue time at the Old Quay to Heron Point kiosk rose 62% after the timetable change.
Where a paragraph refers to a table, the table appears at the end of the section.



Rival operators fill 9% more seats per sailing than we do.

46% of island residents miss the last sailing on Northgate to Saltmarsh.

Ticket scans take 1.12 seconds on the Northgate to Saltmarsh gate.

The operations team meets on Thursdays and keeps notes with the release plan.
Rival operators fill 13% more seats per sailing than we do.

33% of commuters miss the last sailing on Pier 4 to Gull Island.

Queue time at the Pier 4 to Gull Island kiosk rose 14% after the timetable change.

The operations team meets on Thursdays and keeps notes with the release plan.
Refund requests are down 58%, so the new policy is working.

20% of island residents miss the last sailing on Northgate to Saltmarsh.

The Northgate to Saltmarsh service carried 4500 passengers last month.

The operations team meets on Thursdays and keeps notes with the release plan.
Rival operators fill 45% more seats per sailing than we do.

The Northgate to Saltmarsh service carried 3700 passengers last month.

Rival operators fill 19% more seats per sailing than we do.

Earlier drafts of this part are archived and can be requested from the editor.

The Northgate to Saltmarsh service carried 4300 passengers last month.

Rival operators fill 18% more seats per sailing than we do.

Ticket scans take 1.46 seconds on the Old Quay to Heron Point gate.

This section records the working assumptions of the product group and is revised before each review.
Refund requests are down 11%, so the new policy is working.

The Northgate to Saltmarsh service carried 700 passengers last month.

Ticket scans take 1.56 seconds on the Pier 4 to Gull Island gate.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.
Rival operators fill 13% more seats per sailing than we do.

Ticket scans take 1.65 seconds on the Pier 4 to Gull Island gate.

The Pier 4 to Gull Island service carried 5100 passengers last month.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.
The Pier 4 to Gull Island service carried 6200 passengers last month.

Refund requests are down 42%, so the new policy is working.

Refund requests are down 60%, so the new policy is working.

The numbering of items follows the order in which they were agreed, not their priority.
10% of school parties miss the last sailing on Northgate to Saltmarsh.

Rival operators fill 60% more seats per sailing than we do.

Queue time at the Pier 4 to Gull Island kiosk rose 38% after the timetable change.
Earlier drafts of this part are archived and can be requested from the editor.

Queue time at the Old Quay to Heron Point kiosk rose 27% after the timetable change.
Rival operators fill 42% more seats per sailing than we do.

55% of commuters miss the last sailing on Old Quay to Heron Point.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
Rival operators fill 51% more seats per sailing than we do.



Part 1: Customer needs

Freight clerks want a refund within a day of cancelling.

Island residents need to change a ticket without calling anyone.

Freight clerks need to board the Pier 4 to Gull Island ferry without queueing at the kiosk.

Diagrams referenced in this part are kept with the design files and are not reproduced here.
Commuters need to board the Pier 4 to Gull Island ferry without queueing at the kiosk.

Freight clerks need to change a ticket without calling anyone.

Freight clerks want to know whether the Old Quay to Heron Point sailing is delayed before leaving home.
Diagrams referenced in this part are kept with the design files and are not reproduced here.

Island residents want to know whether the Old Quay to Heron Point sailing is delayed before leaving home.
Freight clerks want a refund within a day of cancelling.

Day visitors need to board the Pier 4 to Gull Island ferry without queueing at the kiosk.

Diagrams referenced in this part are kept with the design files and are not reproduced here.

Freight clerks want to know whether the Northgate to Saltmarsh sailing is delayed before leaving home.
School parties need to change a ticket without calling anyone.

Commuters want a refund within a day of cancelling.

Reviewers are asked to read the whole part before commenting on any single item.

School parties need to board the Old Quay to Heron Point ferry without queueing at the kiosk.
Commuters need a fare calculator widget.

Freight clerks need to board the Old Quay to Heron Point ferry without queueing at the kiosk.

The numbering of items follows the order in which they were agreed, not their priority.

Freight clerks want to know whether the Northgate to Saltmarsh sailing is delayed before leaving home.
School parties need to change a ticket without calling anyone.

Freight clerks want a refund within a day of cancelling.

The numbering of items follows the order in which they were agreed, not their priority.

School parties need to change a ticket without calling anyone.

Day visitors need to board the Northgate to Saltmarsh ferry without queueing at the kiosk.

Island residents want to know whether the Old Quay to Heron Point sailing is delayed before leaving home.
The numbering of items follows the order in which they were agreed, not their priority.

School parties need to board the Northgate to Saltmarsh ferry without queueing at the kiosk.

School parties need a seat picker.

Commuters need to change a ticket without calling anyone.

The numbering of items follows the order in which they were agreed, not their priority.

Island residents want a refund within a day of cancelling.

Island residents need a fare calculator widget.

School parties need a fare calculator widget.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
Freight clerks want a refund within a day of cancelling.

Day visitors need to board the Old Quay to Heron Point ferry without queueing at the kiosk.

School parties need to change a ticket without calling anyone.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.

School parties need to change a ticket without calling anyone.

Day visitors want to know whether the Old Quay to Heron Point sailing is delayed before leaving home.
Freight clerks want to know whether the Pier 4 to Gull Island sailing is delayed before leaving home.
Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
Freight clerks need to board the Pier 4 to Gull Island ferry without queueing at the kiosk.

Commuters want to know whether the Northgate to Saltmarsh sailing is delayed before leaving home.
Island residents need a QR ticket wallet.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
Freight clerks need to change a ticket without calling anyone.

Freight clerks want a refund within a day of cancelling.

Island residents need to change a ticket without calling anyone.

This section records the working assumptions of the product group and is revised before each review.



Freight clerks need to board the Old Quay to Heron Point ferry without queueing at the kiosk.

Day visitors want to know whether the Pier 4 to Gull Island sailing is delayed before leaving home.
School parties need a live-map screen.

Diagrams referenced in this part are kept with the design files and are not reproduced here.
Commuters need a live-map screen.

Commuters need to change a ticket without calling anyone.

Island residents want to know whether the Northgate to Saltmarsh sailing is delayed before leaving home.
Diagrams referenced in this part are kept with the design files and are not reproduced here.

Day visitors want to know whether the Old Quay to Heron Point sailing is delayed before leaving home.
School parties want a refund within a day of cancelling.

School parties want to know whether the Northgate to Saltmarsh sailing is delayed before leaving home.
The group reviews this document again after each quarterly planning meeting.

Commuters need to board the Pier 4 to Gull Island ferry without queueing at the kiosk.

Commuters need a seat picker.

Commuters need to board the Old Quay to Heron Point ferry without queueing at the kiosk.
Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.

Freight clerks need to change a ticket without calling anyone.

Island residents need a QR ticket wallet.

Island residents want to know whether the Pier 4 to Gull Island sailing is delayed before leaving home.
Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
School parties want a refund within a day of cancelling.



Part 1: Target customers

Our target customers are adults aged 48 to 60 who travel by ferry.

Our target customers are adults aged 30 to 58 who travel by ferry.

Our target customers are adults aged 43 to 48 who travel by ferry.

Reviewers are asked to read the whole part before commenting on any single item.

The segment we are building for is freight clerks who cross more than twice a week.

Our target customers are adults aged 40 to 49 who travel by ferry.

Our target customers are adults aged 35 to 54 who travel by ferry.

The numbering of items follows the order in which they were agreed, not their priority.

Our target customers are adults aged 15 to 47 who travel by ferry.

The segment we are building for is day visitors who cross more than twice a week.

The segment we are building for is school parties who cross more than twice a week.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
Our target customers are adults aged 65 to 49 who travel by ferry.

Our target customers are adults aged 41 to 67 who travel by ferry.

Our target customers are adults aged 61 to 48 who travel by ferry.

This section records the working assumptions of the product group and is revised before each review.
The segment we are building for is school parties who cross more than twice a week.

The segment we are building for is school parties who cross more than twice a week.

Our target customers are adults aged 58 to 61 who travel by ferry.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
The segment we are building for is commuters who cross more than twice a week.

The segment we are building for is school parties who cross more than twice a week.

Our target customers are adults aged 59 to 55 who travel by ferry.

The group reviews this document again after each quarterly planning meeting.



Part 1: Stories

As a school parties traveller, | want to be told of a delay so that | can rebook.

As a school parties traveller, | want to be told of a delay so that | can rebook.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

The group reviews this document again after each quarterly planning meeting.

As a commuters traveller, | want to be told of a delay so that | can rebook.

As an operator, | want to export sailings so that finance can reconcile them.

As a freight clerks traveller, | want to be told of a delay so that | can rebook.

The numbering of items follows the order in which they were agreed, not their priority.

As a day visitors traveller, | want to buy a return ticket for Northgate to Saltmarsh so that | can plan one trip.
As a freight clerks traveller, | want to be told of a delay so that | can rebook.

As a freight clerks traveller, | want to be told of a delay so that | can rebook.

The numbering of items follows the order in which they were agreed, not their priority.

As a commuters traveller, | want to buy a return ticket for Pier 4 to Gull Island so that | can plan one trip.

As a commuters traveller, | want to be told of a delay so that | can rebook.

As a day visitors traveller, | want to buy a return ticket for Old Quay to Heron Point so that | can plan one trip.
Where a paragraph refers to a table, the table appears at the end of the section.

As a freight clerks traveller, | want to be told of a delay so that | can rebook.

As a commuters traveller, | want to be told of a delay so that | can rebook.

As a day visitors traveller, | want to buy a return ticket for Pier 4 to Gull Island so that | can plan one trip.
Where a paragraph refers to a table, the table appears at the end of the section.

As an operator, | want to export sailings so that finance can reconcile them.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As an operator, | want to export sailings so that finance can reconcile them.

This section records the working assumptions of the product group and is revised before each review.

As aisland residents traveller, | want to be told of a delay so that | can rebook.

As a day visitors traveller, | want to be told of a delay so that | can rebook.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

Where a paragraph refers to a table, the table appears at the end of the section.

As an operator, | want to export sailings so that finance can reconcile them.

As an operator, | want to export sailings so that finance can reconcile them.

As aticket inspector, | want to scan a code so that | can confirm a booking quickly.

This section records the working assumptions of the product group and is revised before each review.

As a school parties traveller, | want to be told of a delay so that | can rebook.

As an operator, | want to export sailings so that finance can reconcile them.

As a day visitors traveller, | want to buy a return ticket for Old Quay to Heron Point so that | can plan one trip.
The operations team meets on Thursdays and keeps notes with the release plan.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a commuters traveller, | want to buy a return ticket for Old Quay to Heron Point so that | can plan one trip.
As a day visitors traveller, | want to be told of a delay so that | can rebook.

Where a paragraph refers to a table, the table appears at the end of the section.

As a freight clerks traveller, | want to buy a return ticket for Northgate to Saltmarsh so that | can plan one trip.
As a day visitors traveller, | want to buy a return ticket for Pier 4 to Gull Island so that | can plan one trip.

As a day visitors traveller, | want to be told of a delay so that | can rebook.

The numbering of items follows the order in which they were agreed, not their priority.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a island residents traveller, | want to buy a return ticket for Old Quay to Heron Point so that | can plan one trip.
As a freight clerks traveller, | want to buy a return ticket for Old Quay to Heron Point so that | can plan one trip.
Where a paragraph refers to a table, the table appears at the end of the section.

As a freight clerks traveller, | want to be told of a delay so that | can rebook.

As a commuters traveller, | want to buy a return ticket for Pier 4 to Gull Island so that | can plan one trip.

As a commuters traveller, | want to be told of a delay so that | can rebook.

The numbering of items follows the order in which they were agreed, not their priority.



As a commuters traveller, | want to be told of a delay so that | can rebook.

As a school parties traveller, | want to buy a return ticket for Northgate to Saltmarsh so that | can plan one trip.
As aticket inspector, | want to scan a code so that | can confirm a booking quickly.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.

As an operator, | want to export sailings so that finance can reconcile them.

As aisland residents traveller, | want to be told of a delay so that | can rebook.

As an operator, | want to export sailings so that finance can reconcile them.

The group reviews this document again after each quarterly planning meeting.

As a freight clerks traveller, | want to be told of a delay so that | can rebook.

As a commuters traveller, | want to buy a return ticket for Pier 4 to Gull Island so that | can plan one trip.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

Reviewers are asked to read the whole part before commenting on any single item.

As aticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a day visitors traveller, | want to buy a return ticket for Old Quay to Heron Point so that | can plan one trip.
As a island residents traveller, | want to be told of a delay so that | can rebook.

Reviewers are asked to read the whole part before commenting on any single item.

As aisland residents traveller, | want to be told of a delay so that | can rebook.

As aticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a commuters traveller, | want to buy a return ticket for Northgate to Saltmarsh so that | can plan one trip.
Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.

As aticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a freight clerks traveller, | want to be told of a delay so that | can rebook.

As a freight clerks traveller, | want to buy a return ticket for Northgate to Saltmarsh so that | can plan one trip.
The numbering of items follows the order in which they were agreed, not their priority.

As a freight clerks traveller, | want to buy a return ticket for Old Quay to Heron Point so that | can plan one trip.
As a freight clerks traveller, | want to be told of a delay so that | can rebook.

As an operator, | want to export sailings so that finance can reconcile them.

The numbering of items follows the order in which they were agreed, not their priority.



Part 1: Constraints and obligations

Tickets should feel instant.

Tickets should feel instant.

Passenger names must be retained for seven years under the port authority's accessibility bylaw 4.
Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
Tickets should feel instant.

Passenger names must be retained for seven years under the port authority's accessibility bylaw 4.
Tickets should feel instant.

Diagrams referenced in this part are kept with the design files and are not reproduced here.

The service must meet the port authority's accessibility bylaw 4.

Tickets should feel instant.

Tickets should feel instant.

Diagrams referenced in this part are kept with the design files and are not reproduced here.

The service must meet the operator's licence condition 7.3.

Passenger names must be retained for seven years under the operator's licence condition 7.3.

The service must meet the Maritime Passenger Records Act, section 12.

The operations team meets on Thursdays and keeps notes with the release plan.

Tickets should feel instant.

Passenger names must be retained for seven years under the port authority's accessibility bylaw 4.
Passenger names must be retained for seven years under the operator's licence condition 7.3.

The numbering of items follows the order in which they were agreed, not their priority.

Tickets should feel instant.

Passenger names must be retained for seven years under the Maritime Passenger Records Act, section 12.
The service must meet the Maritime Passenger Records Act, section 12.

Reviewers are asked to read the whole part before commenting on any single item.

Tickets should feel instant.

Passenger names must be retained for seven years under the operator's licence condition 7.3.

The service must meet the Maritime Passenger Records Act, section 12.

The operations team meets on Thursdays and keeps notes with the release plan.

The service must meet the port authority's accessibility bylaw 4.

Passenger names must be retained for seven years under the port authority's accessibility bylaw 4.
Tickets should feel instant.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
The service must meet the Maritime Passenger Records Act, section 12.

Tickets should feel instant.

The service must meet the port authority's accessibility bylaw 4.

This section records the working assumptions of the product group and is revised before each review.
Passenger names must be retained for seven years under the Maritime Passenger Records Act, section 12.
Tickets should feel instant.

Tickets should feel instant.

Reviewers are asked to read the whole part before commenting on any single item.



Part 1: Dependencies

We rely on the harbour CCTV vendor for berth availability.

Delivery depends on the harbour CCTV vendor, with no named owner yet.

Delivery depends on the payments gateway team, with no named owner yet.

Reviewers are asked to read the whole part before commenting on any single item.

We rely on the payments gateway team for berth availability.

We rely on the port authority's berth API for berth availability.

Delivery depends on the port authority's berth API, with no named owner yet.

Where a paragraph refers to a table, the table appears at the end of the section.

We rely on the harbour CCTV vendor for berth availability.

Sam Okoro on the harbour CCTV vendor will confirm the schedule feed by June.

Sam Okoro on the payments gateway team will confirm the schedule feed by June.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
Sam Okoro on the payments gateway team will confirm the schedule feed by June.

Delivery depends on the port authority's berth API, with no named owner yet.

Sam Okoro on the harbour CCTV vendor will confirm the schedule feed by June.

The operations team meets on Thursdays and keeps notes with the release plan.

Sam Okoro on the port authority's berth API will confirm the schedule feed by June.

Sam Okoro on the port authority's berth API will confirm the schedule feed by June.

We rely on the harbour CCTV vendor for berth availability.

Where a paragraph refers to a table, the table appears at the end of the section.

Delivery depends on the port authority's berth API, with no named owner yet.

Sam Okoro on the harbour CCTV vendor will confirm the schedule feed by June.

We rely on the port authority's berth API for berth availability.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
Sam Okoro on the harbour CCTV vendor will confirm the schedule feed by June.

We rely on the payments gateway team for berth availability.

We rely on the payments gateway team for berth availability.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.
Sam Okoro on the harbour CCTV vendor will confirm the schedule feed by June.

Sam Okoro on the port authority's berth API will confirm the schedule feed by June.

Delivery depends on the port authority's berth API, with no named owner yet.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.
Sam Okoro on the harbour CCTV vendor will confirm the schedule feed by June.

We rely on the harbour CCTV vendor for berth availability.

Delivery depends on the harbour CCTV vendor, with no named owner yet.

Earlier drafts of this part are archived and can be requested from the editor.

Sam Okoro on the harbour CCTV vendor will confirm the schedule feed by June.

Delivery depends on the harbour CCTV vendor, with no named owner yet.

Sam Okoro on the payments gateway team will confirm the schedule feed by June.

This section records the working assumptions of the product group and is revised before each review.



Part 1: Outlook

Launching a fare calculator widget will double repeat bookings within a year.

Launching a live-map screen will double repeat bookings within a year.

Once live, a fare calculator widget will cut support calls by 14%.

This section records the working assumptions of the product group and is revised before each review.
Competitors will not respond to the new Northgate to Saltmarsh fares.

Once live, a QR ticket wallet will cut support calls by 12%.

Competitors will not respond to the new Pier 4 to Gull Island fares.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.
Once live, a fare calculator widget will cut support calls by 43%.

Once live, a seat picker will cut support calls by 36%.

Once live, a live-map screen will cut support calls by 22%.

The numbering of items follows the order in which they were agreed, not their priority.

Once live, a fare calculator widget will cut support calls by 16%.

Competitors will not respond to the new Old Quay to Heron Point fares.

Once live, a fare calculator widget will cut support calls by 28%.

The group reviews this document again after each quarterly planning meeting.

Once live, a QR ticket wallet will cut support calls by 49%.

Launching a fare calculator widget will double repeat bookings within a year.

Launching a live-map screen will double repeat bookings within a year.

This section records the working assumptions of the product group and is revised before each review.
Launching a seat picker will double repeat bookings within a year.

Launching a fare calculator widget will double repeat bookings within a year.

Launching a live-map screen will double repeat bookings within a year.

The group reviews this document again after each quarterly planning meeting.

Once live, a live-map screen will cut support calls by 23%.

Once live, a fare calculator widget will cut support calls by 51%.

Launching a QR ticket wallet will double repeat bookings within a year.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
Competitors will not respond to the new Pier 4 to Gull Island fares.

Competitors will not respond to the new Pier 4 to Gull Island fares.

Launching a live-map screen will double repeat bookings within a year.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
Once live, a live-map screen will cut support calls by 53%.

Once live, a QR ticket wallet will cut support calls by 34%.

Competitors will not respond to the new Northgate to Saltmarsh fares.

The operations team meets on Thursdays and keeps notes with the release plan.

Launching a live-map screen will double repeat bookings within a year.



Part 2: Background and evidence

12% of commuters miss the last sailing on Pier 4 to Gull Island.

Ticket scans take 1.9 seconds on the Old Quay to Heron Point gate.

The Northgate to Saltmarsh service carried 6200 passengers last month.

This section records the working assumptions of the product group and is revised before each review.
Rival operators fill 36% more seats per sailing than we do.

Queue time at the Pier 4 to Gull Island kiosk rose 22% after the timetable change.
Ticket scans take 1.39 seconds on the Old Quay to Heron Point gate.

Where a paragraph refers to a table, the table appears at the end of the section.
Ticket scans take 1.29 seconds on the Northgate to Saltmarsh gate.

The Northgate to Saltmarsh service carried 4000 passengers last month.

Rival operators fill 49% more seats per sailing than we do.

Where a paragraph refers to a table, the table appears at the end of the section.
Refund requests are down 49%, so the new policy is working.

Rival operators fill 26% more seats per sailing than we do.

Refund requests are down 39%, so the new policy is working.

This section records the working assumptions of the product group and is revised before each review.
The Old Quay to Heron Point service carried 1300 passengers last month.

The Old Quay to Heron Point service carried 6300 passengers last month.

34% of day visitors miss the last sailing on Pier 4 to Gull Island.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.
The Pier 4 to Gull Island service carried 800 passengers last month.

Rival operators fill 23% more seats per sailing than we do.

Refund requests are down 44%, so the new policy is working.

Reviewers are asked to read the whole part before commenting on any single item.
The Pier 4 to Gull Island service carried 5400 passengers last month.

Rival operators fill 35% more seats per sailing than we do.

The Pier 4 to Gull Island service carried 1600 passengers last month.

Reviewers are asked to read the whole part before commenting on any single item.
35% of commuters miss the last sailing on Old Quay to Heron Point.

Queue time at the Northgate to Saltmarsh kiosk rose 62% after the timetable change.
The Old Quay to Heron Point service carried 4200 passengers last month.
Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.
Queue time at the Old Quay to Heron Point kiosk rose 13% after the timetable change.
Queue time at the Northgate to Saltmarsh kiosk rose 21% after the timetable change.
Queue time at the Old Quay to Heron Point kiosk rose 46% after the timetable change.
The numbering of items follows the order in which they were agreed, not their priority.
Ticket scans take 1.55 seconds on the Pier 4 to Gull Island gate.

39% of day visitors miss the last sailing on Pier 4 to Gull Island.

Queue time at the Pier 4 to Gull Island kiosk rose 55% after the timetable change.
Earlier drafts of this part are archived and can be requested from the editor.

Rival operators fill 41% more seats per sailing than we do.

Refund requests are down 39%, so the new policy is working.

Queue time at the Old Quay to Heron Point kiosk rose 65% after the timetable change.
Where a paragraph refers to a table, the table appears at the end of the section.
Ticket scans take 1.30 seconds on the Old Quay to Heron Point gate.

13% of freight clerks miss the last sailing on Pier 4 to Gull Island.

The Pier 4 to Gull Island service carried 3800 passengers last month.

This section records the working assumptions of the product group and is revised before each review.
Rival operators fill 66% more seats per sailing than we do.

Ticket scans take 1.30 seconds on the Old Quay to Heron Point gate.

23% of freight clerks miss the last sailing on Pier 4 to Gull Island.

The numbering of items follows the order in which they were agreed, not their priority.



The Old Quay to Heron Point service carried 1300 passengers last month.

Rival operators fill 29% more seats per sailing than we do.

Refund requests are down 53%, so the new policy is working.

The numbering of items follows the order in which they were agreed, not their priority.
Queue time at the Northgate to Saltmarsh kiosk rose 38% after the timetable change.
Ticket scans take 1.53 seconds on the Pier 4 to Gull Island gate.

Queue time at the Pier 4 to Gull Island kiosk rose 58% after the timetable change.
This section records the working assumptions of the product group and is revised before each review.
Rival operators fill 31% more seats per sailing than we do.

Rival operators fill 14% more seats per sailing than we do.

Queue time at the Northgate to Saltmarsh kiosk rose 52% after the timetable change.
Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
Rival operators fill 57% more seats per sailing than we do.

Ticket scans take 1.31 seconds on the Pier 4 to Gull Island gate.

Rival operators fill 32% more seats per sailing than we do.

Earlier drafts of this part are archived and can be requested from the editor.

Ticket scans take 1.28 seconds on the Old Quay to Heron Point gate.

Ticket scans take 1.19 seconds on the Old Quay to Heron Point gate.

Refund requests are down 40%, so the new policy is working.

The numbering of items follows the order in which they were agreed, not their priority.
The Northgate to Saltmarsh service carried 4300 passengers last month.

Queue time at the Old Quay to Heron Point kiosk rose 24% after the timetable change.
46% of day visitors miss the last sailing on Northgate to Saltmarsh.

The group reviews this document again after each quarterly planning meeting.
Refund requests are down 52%, so the new policy is working.

The Old Quay to Heron Point service carried 4900 passengers last month.

Rival operators fill 63% more seats per sailing than we do.

Reviewers are asked to read the whole part before commenting on any single item.
Refund requests are down 23%, so the new policy is working.

Refund requests are down 36%, so the new policy is working.

Refund requests are down 68%, so the new policy is working.

The group reviews this document again after each quarterly planning meeting.
Queue time at the Northgate to Saltmarsh kiosk rose 62% after the timetable change.
The Northgate to Saltmarsh service carried 4100 passengers last month.

Rival operators fill 48% more seats per sailing than we do.

Where a paragraph refers to a table, the table appears at the end of the section.
Refund requests are down 45%, so the new policy is working.

Refund requests are down 42%, so the new policy is working.

The Northgate to Saltmarsh service carried 5900 passengers last month.

The operations team meets on Thursdays and keeps notes with the release plan.
Refund requests are down 30%, so the new policy is working.



Part 2: Customer needs

Day visitors need to change a ticket without calling anyone.

Day visitors need to change a ticket without calling anyone.

Day visitors want to know whether the Old Quay to Heron Point sailing is delayed before leaving home.
Reviewers are asked to read the whole part before commenting on any single item.

Island residents want a refund within a day of cancelling.

Island residents want a refund within a day of cancelling.

Freight clerks need to change a ticket without calling anyone.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.
Island residents need to change a ticket without calling anyone.

Commuters need to change a ticket without calling anyone.

School parties need to board the Pier 4 to Gull Island ferry without queueing at the kiosk.

Earlier drafts of this part are archived and can be requested from the editor.

Commuters want to know whether the Northgate to Saltmarsh sailing is delayed before leaving home.
Island residents need to board the Pier 4 to Gull Island ferry without queueing at the kiosk.

School parties need a QR ticket wallet.

The operations team meets on Thursdays and keeps notes with the release plan.

Freight clerks need to change a ticket without calling anyone.

Commuters need to board the Old Quay to Heron Point ferry without queueing at the kiosk.
Freight clerks need to change a ticket without calling anyone.

Where a paragraph refers to a table, the table appears at the end of the section.

Freight clerks need to change a ticket without calling anyone.

School parties need to change a ticket without calling anyone.

School parties want to know whether the Northgate to Saltmarsh sailing is delayed before leaving home.
Diagrams referenced in this part are kept with the design files and are not reproduced here.
Commuters need to board the Pier 4 to Gull Island ferry without queueing at the kiosk.
Commuters need to board the Northgate to Saltmarsh ferry without queueing at the kiosk.
Commuters need to change a ticket without calling anyone.

Where a paragraph refers to a table, the table appears at the end of the section.

Commuters need a fare calculator widget.

Day visitors want to know whether the Pier 4 to Gull Island sailing is delayed before leaving home.
Day visitors need a live-map screen.

Reviewers are asked to read the whole part before commenting on any single item.

School parties need to change a ticket without calling anyone.

Day visitors want to know whether the Pier 4 to Gull Island sailing is delayed before leaving home.
Day visitors need to change a ticket without calling anyone.

The operations team meets on Thursdays and keeps notes with the release plan.

Freight clerks need to board the Northgate to Saltmarsh ferry without queueing at the kiosk.

Day visitors want a refund within a day of cancelling.

Freight clerks want a refund within a day of cancelling.

Earlier drafts of this part are archived and can be requested from the editor.

School parties need a live-map screen.

Commuters want to know whether the Old Quay to Heron Point sailing is delayed before leaving home.
Freight clerks need to board the Pier 4 to Gull Island ferry without queueing at the kiosk.

Where a paragraph refers to a table, the table appears at the end of the section.

School parties need a QR ticket wallet.

Commuters need to board the Pier 4 to Gull Island ferry without queueing at the kiosk.

School parties need to change a ticket without calling anyone.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.
Freight clerks need to change a ticket without calling anyone.

School parties need to change a ticket without calling anyone.

Day visitors need to board the Northgate to Saltmarsh ferry without queueing at the kiosk.

The group reviews this document again after each quarterly planning meeting.



Day visitors need to board the Old Quay to Heron Point ferry without queueing at the kiosk.
Commuters want to know whether the Northgate to Saltmarsh sailing is delayed before leaving home.
Island residents need to change a ticket without calling anyone.

The group reviews this document again after each quarterly planning meeting.

Day visitors want to know whether the Old Quay to Heron Point sailing is delayed before leaving home.
School parties need to change a ticket without calling anyone.

Day visitors want to know whether the Pier 4 to Gull Island sailing is delayed before leaving home.
Reviewers are asked to read the whole part before commenting on any single item.

School parties want a refund within a day of cancelling.

Day visitors want a refund within a day of cancelling.

Freight clerks need to change a ticket without calling anyone.

Diagrams referenced in this part are kept with the design files and are not reproduced here.

Day visitors want to know whether the Old Quay to Heron Point sailing is delayed before leaving home.
Commuters need a seat picker.

Island residents need a seat picker.

Earlier drafts of this part are archived and can be requested from the editor.

Day visitors need to board the Northgate to Saltmarsh ferry without queueing at the kiosk.

Day visitors want to know whether the Old Quay to Heron Point sailing is delayed before leaving home.
Island residents need a QR ticket wallet.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.

Freight clerks want to know whether the Old Quay to Heron Point sailing is delayed before leaving home.



Part 2: Target customers

The segment we are building for is school parties who cross more than twice a week.

The segment we are building for is commuters who cross more than twice a week.

Our target customers are adults aged 8 to 47 who travel by ferry.

Reviewers are asked to read the whole part before commenting on any single item.

Our target customers are adults aged 62 to 67 who travel by ferry.

Our target customers are adults aged 17 to 65 who travel by ferry.

Our target customers are adults aged 25 to 46 who travel by ferry.

The numbering of items follows the order in which they were agreed, not their priority.

The segment we are building for is commuters who cross more than twice a week.

Our target customers are adults aged 7 to 68 who travel by ferry.

Our target customers are adults aged 10 to 62 who travel by ferry.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.
Our target customers are adults aged 36 to 69 who travel by ferry.

The segment we are building for is school parties who cross more than twice a week.

Our target customers are adults aged 61 to 57 who travel by ferry.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.
The segment we are building for is day visitors who cross more than twice a week.

The segment we are building for is day visitors who cross more than twice a week.

Our target customers are adults aged 34 to 55 who travel by ferry.

Diagrams referenced in this part are kept with the design files and are not reproduced here.
The segment we are building for is day visitors who cross more than twice a week.

Our target customers are adults aged 36 to 55 who travel by ferry.

The segment we are building for is day visitors who cross more than twice a week.

Earlier drafts of this part are archived and can be requested from the editor.



Part 2: Stories

As an operator, | want to export sailings so that finance can reconcile them.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

Diagrams referenced in this part are kept with the design files and are not reproduced here.

As aisland residents traveller, | want to buy a return ticket for Pier 4 to Gull Island so that | can plan one trip.
As a commuters traveller, | want to buy a return ticket for Northgate to Saltmarsh so that | can plan one trip.
As a day visitors traveller, | want to be told of a delay so that | can rebook.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.

As a freight clerks traveller, | want to buy a return ticket for Northgate to Saltmarsh so that | can plan one trip.
As a day visitors traveller, | want to buy a return ticket for Northgate to Saltmarsh so that | can plan one trip.
As an operator, | want to export sailings so that finance can reconcile them.

Reviewers are asked to read the whole part before commenting on any single item.

As a day visitors traveller, | want to be told of a delay so that | can rebook.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As aticket inspector, | want to scan a code so that | can confirm a booking quickly.

The group reviews this document again after each quarterly planning meeting.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.

As an operator, | want to export sailings so that finance can reconcile them.

As a commuters traveller, | want to be told of a delay so that | can rebook.

As an operator, | want to export sailings so that finance can reconcile them.

Where a paragraph refers to a table, the table appears at the end of the section.

As a commuters traveller, | want to be told of a delay so that | can rebook.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As an operator, | want to export sailings so that finance can reconcile them.

Diagrams referenced in this part are kept with the design files and are not reproduced here.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a commuters traveller, | want to be told of a delay so that | can rebook.

As aticket inspector, | want to scan a code so that | can confirm a booking quickly.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.

As a commuters traveller, | want to buy a return ticket for Northgate to Saltmarsh so that | can plan one trip.
As a freight clerks traveller, | want to be told of a delay so that | can rebook.

As a commuters traveller, | want to buy a return ticket for Northgate to Saltmarsh so that | can plan one trip.
Where a paragraph refers to a table, the table appears at the end of the section.

As a day visitors traveller, | want to buy a return ticket for Old Quay to Heron Point so that | can plan one trip.
As an operator, | want to export sailings so that finance can reconcile them.

As a freight clerks traveller, | want to be told of a delay so that | can rebook.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a school parties traveller, | want to buy a return ticket for Old Quay to Heron Point so that | can plan one trip.
As a school parties traveller, | want to buy a return ticket for Pier 4 to Gull Island so that | can plan one trip.
Earlier drafts of this part are archived and can be requested from the editor.

As an operator, | want to export sailings so that finance can reconcile them.

As a freight clerks traveller, | want to buy a return ticket for Old Quay to Heron Point so that | can plan one trip.
As a day visitors traveller, | want to be told of a delay so that | can rebook.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As an operator, | want to export sailings so that finance can reconcile them.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

Diagrams referenced in this part are kept with the design files and are not reproduced here.



As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As an operator, | want to export sailings so that finance can reconcile them.

As a freight clerks traveller, | want to be told of a delay so that | can rebook.

Reviewers are asked to read the whole part before commenting on any single item.

As a school parties traveller, | want to buy a return ticket for Northgate to Saltmarsh so that | can plan one trip.
As an operator, | want to export sailings so that finance can reconcile them.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.

As a commuters traveller, | want to be told of a delay so that | can rebook.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a freight clerks traveller, | want to be told of a delay so that | can rebook.

The group reviews this document again after each quarterly planning meeting.

As a day visitors traveller, | want to be told of a delay so that | can rebook.

As an operator, | want to export sailings so that finance can reconcile them.

As a school parties traveller, | want to be told of a delay so that | can rebook.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.

As a freight clerks traveller, | want to buy a return ticket for Northgate to Saltmarsh so that | can plan one trip.
As a school parties traveller, | want to be told of a delay so that | can rebook.

As aticket inspector, | want to scan a code so that | can confirm a booking quickly.

Diagrams referenced in this part are kept with the design files and are not reproduced here.

As aticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a day visitors traveller, | want to buy a return ticket for Pier 4 to Gull Island so that | can plan one trip.

As a school parties traveller, | want to be told of a delay so that | can rebook.

Where a paragraph refers to a table, the table appears at the end of the section.

As a school parties traveller, | want to buy a return ticket for Northgate to Saltmarsh so that | can plan one trip.
As a school parties traveller, | want to buy a return ticket for Northgate to Saltmarsh so that | can plan one trip.
As an operator, | want to export sailings so that finance can reconcile them.

The numbering of items follows the order in which they were agreed, not their priority.



Part 2: Constraints and obligations

Passenger names must be retained for seven years under the Maritime Passenger Records Act, section 12.
Passenger names must be retained for seven years under the Maritime Passenger Records Act, section 12.
Passenger names must be retained for seven years under the operator's licence condition 7.3.

The operations team meets on Thursdays and keeps notes with the release plan.

Tickets should feel instant.

Passenger names must be retained for seven years under the Maritime Passenger Records Act, section 12.
The service must meet the Maritime Passenger Records Act, section 12.

Diagrams referenced in this part are kept with the design files and are not reproduced here.

The service must meet the port authority's accessibility bylaw 4.

Tickets should feel instant.

Tickets should feel instant.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.

Passenger names must be retained for seven years under the port authority's accessibility bylaw 4.

The service must meet the operator's licence condition 7.3.

Passenger names must be retained for seven years under the Maritime Passenger Records Act, section 12.
This section records the working assumptions of the product group and is revised before each review.
Passenger names must be retained for seven years under the Maritime Passenger Records Act, section 12.
Passenger names must be retained for seven years under the operator's licence condition 7.3.

The service must meet the Maritime Passenger Records Act, section 12.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.

Passenger names must be retained for seven years under the port authority's accessibility bylaw 4.
Passenger names must be retained for seven years under the port authority's accessibility bylaw 4.
Passenger names must be retained for seven years under the Maritime Passenger Records Act, section 12.
Earlier drafts of this part are archived and can be requested from the editor.

Passenger names must be retained for seven years under the operator's licence condition 7.3.

Passenger names must be retained for seven years under the Maritime Passenger Records Act, section 12.
The service must meet the port authority's accessibility bylaw 4.

The group reviews this document again after each quarterly planning meeting.

The service must meet the operator's licence condition 7.3.

Passenger names must be retained for seven years under the Maritime Passenger Records Act, section 12.
Passenger names must be retained for seven years under the operator's licence condition 7.3.

Where a paragraph refers to a table, the table appears at the end of the section.

Tickets should feel instant.

The service must meet the Maritime Passenger Records Act, section 12.

Passenger names must be retained for seven years under the operator's licence condition 7.3.

The group reviews this document again after each quarterly planning meeting.

Tickets should feel instant.

Tickets should feel instant.

Tickets should feel instant.

Diagrams referenced in this part are kept with the design files and are not reproduced here.



Part 2: Dependencies

We rely on the port authority's berth API for berth availability.

Sam Okoro on the port authority's berth API will confirm the schedule feed by June.
Sam Okoro on the payments gateway team will confirm the schedule feed by June.
Earlier drafts of this part are archived and can be requested from the editor.

Sam Okoro on the payments gateway team will confirm the schedule feed by June.
Sam Okoro on the port authority's berth API will confirm the schedule feed by June.
Sam Okoro on the payments gateway team will confirm the schedule feed by June.
The group reviews this document again after each quarterly planning meeting.

Sam Okoro on the port authority's berth API will confirm the schedule feed by June.
Sam Okoro on the port authority's berth API will confirm the schedule feed by June.
We rely on the harbour CCTV vendor for berth availability.

This section records the working assumptions of the product group and is revised before each review.
Sam Okoro on the harbour CCTV vendor will confirm the schedule feed by June.

We rely on the harbour CCTV vendor for berth availability.

Delivery depends on the harbour CCTV vendor, with no named owner yet.

The group reviews this document again after each quarterly planning meeting.

We rely on the harbour CCTV vendor for berth availability.

We rely on the harbour CCTV vendor for berth availability.

We rely on the payments gateway team for berth availability.

This section records the working assumptions of the product group and is revised before each review.
Delivery depends on the harbour CCTV vendor, with no named owner yet.

Delivery depends on the payments gateway team, with no named owner yet.

Sam Okoro on the payments gateway team will confirm the schedule feed by June.
The operations team meets on Thursdays and keeps notes with the release plan.

We rely on the payments gateway team for berth availability.

Sam Okoro on the payments gateway team will confirm the schedule feed by June.
Delivery depends on the harbour CCTV vendor, with no named owner yet.

The numbering of items follows the order in which they were agreed, not their priority.
Sam Okoro on the harbour CCTV vendor will confirm the schedule feed by June.
Delivery depends on the payments gateway team, with no named owner yet.

Sam Okoro on the payments gateway team will confirm the schedule feed by June.
This section records the working assumptions of the product group and is revised before each review.
We rely on the port authority's berth API for berth availability.

Delivery depends on the harbour CCTV vendor, with no named owner yet.

Delivery depends on the port authority's berth API, with no named owner yet.

The numbering of items follows the order in which they were agreed, not their priority.
Delivery depends on the payments gateway team, with no named owner yet.
Delivery depends on the port authority's berth API, with no named owner yet.

Sam Okoro on the harbour CCTV vendor will confirm the schedule feed by June.

The group reviews this document again after each quarterly planning meeting.



Part 2: Outlook

Competitors will not respond to the new Old Quay to Heron Point fares.

Once live, a fare calculator widget will cut support calls by 37%.

Competitors will not respond to the new Old Quay to Heron Point fares.

The operations team meets on Thursdays and keeps notes with the release plan.
Launching a live-map screen will double repeat bookings within a year.

Launching a seat picker will double repeat bookings within a year.

Launching a seat picker will double repeat bookings within a year.

Where a paragraph refers to a table, the table appears at the end of the section.
Competitors will not respond to the new Northgate to Saltmarsh fares.

Competitors will not respond to the new Old Quay to Heron Point fares.
Competitors will not respond to the new Northgate to Saltmarsh fares.

This section records the working assumptions of the product group and is revised before each review.
Competitors will not respond to the new Old Quay to Heron Point fares.
Competitors will not respond to the new Northgate to Saltmarsh fares.

Once live, a QR ticket wallet will cut support calls by 22%.

Where a paragraph refers to a table, the table appears at the end of the section.
Launching a QR ticket wallet will double repeat bookings within a year.

Launching a fare calculator widget will double repeat bookings within a year.

Once live, a seat picker will cut support calls by 67%.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.
Launching a live-map screen will double repeat bookings within a year.
Competitors will not respond to the new Northgate to Saltmarsh fares.

Launching a seat picker will double repeat bookings within a year.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
Once live, a live-map screen will cut support calls by 48%.

Once live, a seat picker will cut support calls by 19%.

Competitors will not respond to the new Old Quay to Heron Point fares.

The operations team meets on Thursdays and keeps notes with the release plan.
Once live, a live-map screen will cut support calls by 41%.

Competitors will not respond to the new Northgate to Saltmarsh fares.

Competitors will not respond to the new Old Quay to Heron Point fares.

Reviewers are asked to read the whole part before commenting on any single item.
Once live, a seat picker will cut support calls by 13%.

Once live, a QR ticket wallet will cut support calls by 33%.

Competitors will not respond to the new Old Quay to Heron Point fares.

Reviewers are asked to read the whole part before commenting on any single item.
Competitors will not respond to the new Old Quay to Heron Point fares.



Part 3: Background and evidence

Ticket scans take 1.41 seconds on the Northgate to Saltmarsh gate.

Ticket scans take 1.7 seconds on the Northgate to Saltmarsh gate.

Ticket scans take 1.60 seconds on the Northgate to Saltmarsh gate.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
Ticket scans take 1.31 seconds on the Pier 4 to Gull Island gate.

Rival operators fill 56% more seats per sailing than we do.

The Northgate to Saltmarsh service carried 5700 passengers last month.

The operations team meets on Thursdays and keeps notes with the release plan.

Queue time at the Northgate to Saltmarsh kiosk rose 38% after the timetable change.

Ticket scans take 1.60 seconds on the Old Quay to Heron Point gate.

Ticket scans take 1.21 seconds on the Old Quay to Heron Point gate.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.
Ticket scans take 1.64 seconds on the Old Quay to Heron Point gate.

The Northgate to Saltmarsh service carried 6000 passengers last month.

The Northgate to Saltmarsh service carried 3700 passengers last month.

This section records the working assumptions of the product group and is revised before each review.
Refund requests are down 56%, so the new policy is working.

Refund requests are down 52%, so the new policy is working.

Rival operators fill 7% more seats per sailing than we do.

Diagrams referenced in this part are kept with the design files and are not reproduced here.

Rival operators fill 16% more seats per sailing than we do.

Refund requests are down 31%, so the new policy is working.

46% of school parties miss the last sailing on Northgate to Saltmarsh.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
Refund requests are down 23%, so the new policy is working.

Rival operators fill 8% more seats per sailing than we do.

Refund requests are down 29%, so the new policy is working.

This section records the working assumptions of the product group and is revised before each review.
68% of school parties miss the last sailing on Pier 4 to Gull Island.

Rival operators fill 44% more seats per sailing than we do.

Rival operators fill 61% more seats per sailing than we do.

This section records the working assumptions of the product group and is revised before each review.
The Northgate to Saltmarsh service carried 5400 passengers last month.

Rival operators fill 18% more seats per sailing than we do.

Rival operators fill 50% more seats per sailing than we do.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
Refund requests are down 24%, so the new policy is working.

Ticket scans take 1.18 seconds on the Northgate to Saltmarsh gate.

Queue time at the Old Quay to Heron Point kiosk rose 33% after the timetable change.

The numbering of items follows the order in which they were agreed, not their priority.

Refund requests are down 43%, so the new policy is working.

Refund requests are down 67%, so the new policy is working.

54% of day visitors miss the last sailing on Old Quay to Heron Point.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
Ticket scans take 1.25 seconds on the Pier 4 to Gull Island gate.

Queue time at the Old Quay to Heron Point kiosk rose 64% after the timetable change.

Queue time at the Pier 4 to Gull Island kiosk rose 39% after the timetable change.

The numbering of items follows the order in which they were agreed, not their priority.

Ticket scans take 1.14 seconds on the Pier 4 to Gull Island gate.

Rival operators fill 21% more seats per sailing than we do.

Queue time at the Northgate to Saltmarsh kiosk rose 59% after the timetable change.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.



Ticket scans take 1.40 seconds on the Northgate to Saltmarsh gate.

56% of commuters miss the last sailing on Pier 4 to Gull Island.

61% of freight clerks miss the last sailing on Pier 4 to Gull Island.

Reviewers are asked to read the whole part before commenting on any single item.
Rival operators fill 31% more seats per sailing than we do.

Rival operators fill 34% more seats per sailing than we do.

43% of freight clerks miss the last sailing on Pier 4 to Gull Island.

Where a paragraph refers to a table, the table appears at the end of the section.

The Old Quay to Heron Point service carried 5800 passengers last month.

The Old Quay to Heron Point service carried 2700 passengers last month.

Queue time at the Old Quay to Heron Point kiosk rose 41% after the timetable change.
The numbering of items follows the order in which they were agreed, not their priority.
66% of day visitors miss the last sailing on Northgate to Saltmarsh.

The Northgate to Saltmarsh service carried 4900 passengers last month.

Ticket scans take 1.13 seconds on the Old Quay to Heron Point gate.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
40% of freight clerks miss the last sailing on Old Quay to Heron Point.

28% of day visitors miss the last sailing on Pier 4 to Gull Island.

Ticket scans take 1.26 seconds on the Pier 4 to Gull Island gate.

The operations team meets on Thursdays and keeps notes with the release plan.
42% of school parties miss the last sailing on Old Quay to Heron Point.

The Old Quay to Heron Point service carried 2200 passengers last month.

Refund requests are down 67%, so the new policy is working.

Where a paragraph refers to a table, the table appears at the end of the section.
Refund requests are down 60%, so the new policy is working.

The Old Quay to Heron Point service carried 6600 passengers last month.

Queue time at the Northgate to Saltmarsh kiosk rose 17% after the timetable change.
Earlier drafts of this part are archived and can be requested from the editor.

The Pier 4 to Gull Island service carried 6100 passengers last month.

Ticket scans take 1.27 seconds on the Old Quay to Heron Point gate.

Ticket scans take 1.61 seconds on the Old Quay to Heron Point gate.

This section records the working assumptions of the product group and is revised before each review.
Refund requests are down 58%, so the new policy is working.

Rival operators fill 37% more seats per sailing than we do.

Queue time at the Old Quay to Heron Point kiosk rose 36% after the timetable change.
The operations team meets on Thursdays and keeps notes with the release plan.
The Northgate to Saltmarsh service carried 6300 passengers last month.

Queue time at the Pier 4 to Gull Island kiosk rose 61% after the timetable change.
Ticket scans take 1.52 seconds on the Pier 4 to Gull Island gate.

Reviewers are asked to read the whole part before commenting on any single item.
Refund requests are down 12%, so the new policy is working.



Part 3: Customer needs

Island residents need a fare calculator widget.

Island residents need to board the Northgate to Saltmarsh ferry without queueing at the kiosk.

School parties need to change a ticket without calling anyone.

The operations team meets on Thursdays and keeps notes with the release plan.

Freight clerks need a QR ticket wallet.

Island residents need to board the Northgate to Saltmarsh ferry without queueing at the kiosk.

School parties want a refund within a day of cancelling.

This section records the working assumptions of the product group and is revised before each review.
Island residents want a refund within a day of cancelling.

Freight clerks need a fare calculator widget.

School parties need to change a ticket without calling anyone.

Diagrams referenced in this part are kept with the design files and are not reproduced here.

Day visitors need a seat picker.

Island residents need to board the Pier 4 to Gull Island ferry without queueing at the kiosk.

Island residents want to know whether the Old Quay to Heron Point sailing is delayed before leaving home.
Earlier drafts of this part are archived and can be requested from the editor.

School parties need a live-map screen.

Commuters need a QR ticket wallet.

Day visitors want a refund within a day of cancelling.

The group reviews this document again after each quarterly planning meeting.

School parties want to know whether the Pier 4 to Gull Island sailing is delayed before leaving home.
Day visitors need to board the Pier 4 to Gull Island ferry without queueing at the kiosk.

Island residents want a refund within a day of cancelling.

Diagrams referenced in this part are kept with the design files and are not reproduced here.

Freight clerks need a QR ticket wallet.

Day visitors need to change a ticket without calling anyone.

School parties want to know whether the Old Quay to Heron Point sailing is delayed before leaving home.
Diagrams referenced in this part are kept with the design files and are not reproduced here.

Day visitors want to know whether the Old Quay to Heron Point sailing is delayed before leaving home.
School parties want to know whether the Northgate to Saltmarsh sailing is delayed before leaving home.
Island residents need to board the Pier 4 to Gull Island ferry without queueing at the kiosk.

The operations team meets on Thursdays and keeps notes with the release plan.

Island residents want to know whether the Pier 4 to Gull Island sailing is delayed before leaving home.
Freight clerks need to board the Northgate to Saltmarsh ferry without queueing at the kiosk.

Day visitors need to change a ticket without calling anyone.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
Freight clerks need to board the Northgate to Saltmarsh ferry without queueing at the kiosk.

Freight clerks need a fare calculator widget.

Island residents want a refund within a day of cancelling.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.
Freight clerks want a refund within a day of cancelling.

Freight clerks want a refund within a day of cancelling.

Day visitors need to change a ticket without calling anyone.

Reviewers are asked to read the whole part before commenting on any single item.

Freight clerks need a live-map screen.

Freight clerks need to change a ticket without calling anyone.

Day visitors want to know whether the Pier 4 to Gull Island sailing is delayed before leaving home.
This section records the working assumptions of the product group and is revised before each review.
Island residents need to board the Northgate to Saltmarsh ferry without queueing at the kiosk.

Island residents need a fare calculator widget.

Commuters need to change a ticket without calling anyone.

The operations team meets on Thursdays and keeps notes with the release plan.



Commuters want to know whether the Northgate to Saltmarsh sailing is delayed before leaving home.
School parties need to board the Northgate to Saltmarsh ferry without queueing at the kiosk.
Commuters need to change a ticket without calling anyone.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.
Freight clerks need a fare calculator widget.

Freight clerks want to know whether the Old Quay to Heron Point sailing is delayed before leaving home.
Day visitors need to board the Northgate to Saltmarsh ferry without queueing at the kiosk.

Earlier drafts of this part are archived and can be requested from the editor.

Island residents need to board the Old Quay to Heron Point ferry without queueing at the kiosk.

Day visitors want to know whether the Pier 4 to Gull Island sailing is delayed before leaving home.
Commuters need to board the Old Quay to Heron Point ferry without queueing at the kiosk.

Earlier drafts of this part are archived and can be requested from the editor.

Freight clerks need to board the Pier 4 to Gull Island ferry without queueing at the kiosk.

Island residents want a refund within a day of cancelling.

Day visitors need a QR ticket wallet.

Diagrams referenced in this part are kept with the design files and are not reproduced here.

Day visitors want to know whether the Old Quay to Heron Point sailing is delayed before leaving home.
Island residents want a refund within a day of cancelling.

Commuters need a live-map screen.

The operations team meets on Thursdays and keeps notes with the release plan.

Freight clerks need to change a ticket without calling anyone.



Part 3: Target customers

The segment we are building for is island residents who cross more than twice a week.
The segment we are building for is freight clerks who cross more than twice a week.
The segment we are building for is commuters who cross more than twice a week.
Reviewers are asked to read the whole part before commenting on any single item.
Our target customers are adults aged 45 to 62 who travel by ferry.

Our target customers are adults aged 34 to 60 who travel by ferry.

Our target customers are adults aged 53 to 52 who travel by ferry.

The numbering of items follows the order in which they were agreed, not their priority.
Our target customers are adults aged 64 to 65 who travel by ferry.

Our target customers are adults aged 25 to 46 who travel by ferry.

The segment we are building for is day visitors who cross more than twice a week.
Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
The segment we are building for is island residents who cross more than twice a week.
Our target customers are adults aged 13 to 60 who travel by ferry.

Our target customers are adults aged 38 to 70 who travel by ferry.

Reviewers are asked to read the whole part before commenting on any single item.
The segment we are building for is day visitors who cross more than twice a week.

Our target customers are adults aged 36 to 57 who travel by ferry.

Our target customers are adults aged 7 to 50 who travel by ferry.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.
Our target customers are adults aged 20 to 70 who travel by ferry.

The segment we are building for is commuters who cross more than twice a week.

Our target customers are adults aged 35 to 55 who travel by ferry.

The numbering of items follows the order in which they were agreed, not their priority.



Part 3: Stories

As aisland residents traveller, | want to be told of a delay so that | can rebook.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

This section records the working assumptions of the product group and is revised before each review.
As an operator, | want to export sailings so that finance can reconcile them.

As a day visitors traveller, | want to be told of a delay so that | can rebook.

As a freight clerks traveller, | want to be told of a delay so that | can rebook.

Where a paragraph refers to a table, the table appears at the end of the section.

As a day visitors traveller, | want to be told of a delay so that | can rebook.

As a freight clerks traveller, | want to be told of a delay so that | can rebook.

As aisland residents traveller, | want to be told of a delay so that | can rebook.

Where a paragraph refers to a table, the table appears at the end of the section.

As an operator, | want to export sailings so that finance can reconcile them.

As a freight clerks traveller, | want to be told of a delay so that | can rebook.

As an operator, | want to export sailings so that finance can reconcile them.

The numbering of items follows the order in which they were agreed, not their priority.

As an operator, | want to export sailings so that finance can reconcile them.

As a commuters traveller, | want to buy a return ticket for Northgate to Saltmarsh so that | can plan one trip.
As an operator, | want to export sailings so that finance can reconcile them.

Earlier drafts of this part are archived and can be requested from the editor.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

The numbering of items follows the order in which they were agreed, not their priority.

As aticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

The operations team meets on Thursdays and keeps notes with the release plan.

As an operator, | want to export sailings so that finance can reconcile them.

As a freight clerks traveller, | want to be told of a delay so that | can rebook.

As a school parties traveller, | want to be told of a delay so that | can rebook.

Reviewers are asked to read the whole part before commenting on any single item.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a day visitors traveller, | want to buy a return ticket for Pier 4 to Gull Island so that | can plan one trip.
As a island residents traveller, | want to be told of a delay so that | can rebook.

The group reviews this document again after each quarterly planning meeting.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a school parties traveller, | want to be told of a delay so that | can rebook.

As aisland residents traveller, | want to be told of a delay so that | can rebook.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
As an operator, | want to export sailings so that finance can reconcile them.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As an operator, | want to export sailings so that finance can reconcile them.

The numbering of items follows the order in which they were agreed, not their priority.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a freight clerks traveller, | want to buy a return ticket for Northgate to Saltmarsh so that | can plan one trip.
As aisland residents traveller, | want to be told of a delay so that | can rebook.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.
As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a day visitors traveller, | want to be told of a delay so that | can rebook.

As an operator, | want to export sailings so that finance can reconcile them.

The group reviews this document again after each quarterly planning meeting.



As an operator, | want to export sailings so that finance can reconcile them.

As a day visitors traveller, | want to buy a return ticket for Old Quay to Heron Point so that | can plan one trip.
As an operator, | want to export sailings so that finance can reconcile them.

The numbering of items follows the order in which they were agreed, not their priority.

As an operator, | want to export sailings so that finance can reconcile them.

As a commuters traveller, | want to buy a return ticket for Old Quay to Heron Point so that | can plan one trip.
As an operator, | want to export sailings so that finance can reconcile them.

The numbering of items follows the order in which they were agreed, not their priority.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a school parties traveller, | want to buy a return ticket for Old Quay to Heron Point so that | can plan one trip.
As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

Earlier drafts of this part are archived and can be requested from the editor.

As aticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a school parties traveller, | want to be told of a delay so that | can rebook.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.

As aticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a day visitors traveller, | want to be told of a delay so that | can rebook.

As a freight clerks traveller, | want to buy a return ticket for Northgate to Saltmarsh so that | can plan one trip.
Diagrams referenced in this part are kept with the design files and are not reproduced here.

As aisland residents traveller, | want to be told of a delay so that | can rebook.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

As a ticket inspector, | want to scan a code so that | can confirm a booking quickly.

Where a paragraph refers to a table, the table appears at the end of the section.

As an operator, | want to export sailings so that finance can reconcile them.

As a commuters traveller, | want to buy a return ticket for Northgate to Saltmarsh so that | can plan one trip.
As a day visitors traveller, | want to be told of a delay so that | can rebook.

Where a paragraph refers to a table, the table appears at the end of the section.



Part 3: Constraints and obligations

The service must meet the port authority's accessibility bylaw 4.

The service must meet the operator's licence condition 7.3.

Passenger names must be retained for seven years under the operator's licence condition 7.3.
Earlier drafts of this part are archived and can be requested from the editor.

Tickets should feel instant.

The service must meet the port authority's accessibility bylaw 4.

Passenger names must be retained for seven years under the operator's licence condition 7.3.
Reviewers are asked to read the whole part before commenting on any single item.

Passenger names must be retained for seven years under the operator's licence condition 7.3.

The service must meet the port authority's accessibility bylaw 4.

The service must meet the port authority's accessibility bylaw 4.

This section records the working assumptions of the product group and is revised before each review.
The service must meet the Maritime Passenger Records Act, section 12.

Tickets should feel instant.

The service must meet the Maritime Passenger Records Act, section 12.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
The service must meet the port authority's accessibility bylaw 4.

The service must meet the Maritime Passenger Records Act, section 12.

The service must meet the Maritime Passenger Records Act, section 12.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.
Passenger names must be retained for seven years under the Maritime Passenger Records Act, section 12.
Tickets should feel instant.

Tickets should feel instant.

Diagrams referenced in this part are kept with the design files and are not reproduced here.

The service must meet the Maritime Passenger Records Act, section 12.

Tickets should feel instant.

The service must meet the Maritime Passenger Records Act, section 12.

Terminology follows the glossary in the appendix, and abbreviations are expanded on first use.
Tickets should feel instant.

The service must meet the Maritime Passenger Records Act, section 12.

Tickets should feel instant.

The operations team meets on Thursdays and keeps notes with the release plan.

The service must meet the Maritime Passenger Records Act, section 12.

Passenger names must be retained for seven years under the Maritime Passenger Records Act, section 12.
The service must meet the Maritime Passenger Records Act, section 12.

Open questions are tracked in the shared log and are reviewed at the start of each planning cycle.
Passenger names must be retained for seven years under the Maritime Passenger Records Act, section 12.
The service must meet the Maritime Passenger Records Act, section 12.

The service must meet the port authority's accessibility bylaw 4.

The group reviews this document again after each quarterly planning meeting.



Part 3: Dependencies

Delivery depends on the harbour CCTV vendor, with no named owner yet.

We rely on the harbour CCTV vendor for berth availability.

Sam Okoro on the harbour CCTV vendor will confirm the schedule feed by June.

The operations team meets on Thursdays and keeps notes with the release plan.
Delivery depends on the harbour CCTV vendor, with no named owner yet.

Delivery depends on the port authority's berth API, with no named owner yet.
Delivery depends on the payments gateway team, with no named owner yet.

The numbering of items follows the order in which they were agreed, not their priority.
We rely on the port authority's berth API for berth availability.

Delivery depends on the harbour CCTV vendor, with no named owner yet.

Delivery depends on the payments gateway team, with no named owner yet.

The group reviews this document again after each quarterly planning meeting.
Delivery depends on the harbour CCTV vendor, with no named owner yet.

We rely on the harbour CCTV vendor for berth availability.

Sam Okoro on the payments gateway team will confirm the schedule feed by June.
Reviewers are asked to read the whole part before commenting on any single item.
We rely on the harbour CCTV vendor for berth availability.

Delivery depends on the payments gateway team, with no named owner yet.
Delivery depends on the port authority's berth API, with no named owner yet.
Diagrams referenced in this part are kept with the design files and are not reproduced here.
Delivery depends on the harbour CCTV vendor, with no named owner yet.

Sam Okoro on the payments gateway team will confirm the schedule feed by June.
We rely on the payments gateway team for berth availability.

The numbering of items follows the order in which they were agreed, not their priority.
Sam Okoro on the payments gateway team will confirm the schedule feed by June.
Delivery depends on the harbour CCTV vendor, with no named owner yet.

We rely on the harbour CCTV vendor for berth availability.

The operations team meets on Thursdays and keeps notes with the release plan.
Delivery depends on the harbour CCTV vendor, with no named owner yet.

Delivery depends on the port authority's berth API, with no named owner yet.

Sam Okoro on the payments gateway team will confirm the schedule feed by June.
The operations team meets on Thursdays and keeps notes with the release plan.
We rely on the payments gateway team for berth availability.

We rely on the payments gateway team for berth availability.

Sam Okoro on the harbour CCTV vendor will confirm the schedule feed by June.
Reviewers are asked to read the whole part before commenting on any single item.
Delivery depends on the port authority's berth API, with no named owner yet.

We rely on the harbour CCTV vendor for berth availability.

Sam Okoro on the harbour CCTV vendor will confirm the schedule feed by June.
The numbering of items follows the order in which they were agreed, not their priority.



Part 3: Outlook

Once live, a live-map screen will cut support calls by 48%.

Competitors will not respond to the new Northgate to Saltmarsh fares.

Once live, a seat picker will cut support calls by 42%.

Where a paragraph refers to a table, the table appears at the end of the section.
Competitors will not respond to the new Old Quay to Heron Point fares.
Competitors will not respond to the new Pier 4 to Gull Island fares.

Once live, a fare calculator widget will cut support calls by 56%.

The group reviews this document again after each quarterly planning meeting.
Launching a fare calculator widget will double repeat bookings within a year.
Competitors will not respond to the new Northgate to Saltmarsh fares.
Competitors will not respond to the new Northgate to Saltmarsh fares.

This section records the working assumptions of the product group and is revised before each review.
Launching a seat picker will double repeat bookings within a year.

Competitors will not respond to the new Old Quay to Heron Point fares.
Competitors will not respond to the new Northgate to Saltmarsh fares.

The operations team meets on Thursdays and keeps notes with the release plan.
Launching a live-map screen will double repeat bookings within a year.
Competitors will not respond to the new Old Quay to Heron Point fares.

Once live, a QR ticket wallet will cut support calls by 10%.

Earlier drafts of this part are archived and can be requested from the editor.
Once live, a seat picker will cut support calls by 38%.

Launching a QR ticket wallet will double repeat bookings within a year.
Launching a live-map screen will double repeat bookings within a year.

Earlier drafts of this part are archived and can be requested from the editor.
Launching a fare calculator widget will double repeat bookings within a year.
Competitors will not respond to the new Old Quay to Heron Point fares.

Once live, a seat picker will cut support calls by 7%.

Reviewers are asked to read the whole part before commenting on any single item.
Once live, a seat picker will cut support calls by 40%.

Once live, a live-map screen will cut support calls by 25%.

Competitors will not respond to the new Old Quay to Heron Point fares.
Reviewers are asked to read the whole part before commenting on any single item.
Competitors will not respond to the new Pier 4 to Gull Island fares.

Competitors will not respond to the new Northgate to Saltmarsh fares.

Launching a seat picker will double repeat bookings within a year.

Earlier drafts of this part are archived and can be requested from the editor.
Once live, a seat picker will cut support calls by 59%.



