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Executive Summary

Introduction to the Research

Cradle Mountain is one of the most visited and well-known national parks in Tasmania. The Parks and Wildlife Service (PWS) manages the park, including the services and 

facilities for visitors. Some facilities are managed by commercial operators: namely, the café, accommodation, and the shuttle bus. The PWS contracts a bus company to 

provide and run the shuttle bus service at Cradle Mountain, through which most visitors enter and travel to the park.

In 2018, the PWS changed the shuttle bus system, introducing bigger and more comfortable buses, with more seats per bus, and more overall capacity to carry people into 

Cradle Mountain. Newer buses also provided access for people with mobility issues or a disability.

Thereafter, in 2019, the PWS opened a new, upgraded Visitor Centre in the Cradle Valley tourism precinct.

In order to assess visitor satisfaction levels with the Cradle Mountain shuttle bus system, along with other key information about the visitor experience, the PWS assigned the 

independent research firm, EMRS, to design and implement an extensive research project gathering feedback from its key target audience of shuttle bus users visiting the 

park. EMRS undertook the design and conduct of the research, in close consultation with the PWS.

In order to collect the required information to meet the specified objectives, EMRS used a quantitative survey methodology. The method of data collection was via an online 

survey questionnaire of around 12 minutes in length.  The fieldwork took place from the 15th of January to the 5th of April 2021, with EMRS interviewers on-site at the park on 

twelve separate occasions.

EMRS successfully surveyed a total of n=600 adults aged 18 years and over.

The following report presents the findings of the quantitative research to assess visitor satisfaction with the Cradle Mountain shuttle bus system, along with the further 

information sought about the visitor experience. The data gathered and analysis of the results are provided in detail in the body of the report, while this summary 

presents the key informational insights gained.
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Executive Summary

▪ The greatest proportion of respondents reported that their visit to Cradle 
Mountain had been “a day trip” (45%).

The remainder had “stayed for one night” (19%), “two nights” (20%), or “three or 
more nights” (16%).

▪ The visitors were most likely to have engaged in “one” or “multiple” short 
walks of less than two hours (74% in total).

Other high rates of mention were “sightseeing or photography” (41%), and 
“watching wildlife” (33%).

A significant proportion also confirmed “dining at a restaurant” (28%), and “visiting 
galleries and shops” (21%).

▪ Reported visitation of the Cradle Mountain Interpretation Centre was 
relatively evenly divided between those who said “yes” (47%), and those 
who said “no” (51%).

The results should be interpreted with some caution due to the proximity of the 
Interpretation Centre to one of the shuttle bus stops, and possible confusion with 
the Visitor Centre.

▪ The majority of respondents reported that their most recent trip was their 
“first visit” to Cradle Mountain (63%).

Visitors from mainland Australia were significantly more likely to confirm that this 
was their first visit (73%), compared to those from Tasmania (15%). 

Visitation Incentives 
(full sample of visitors n=600)

Visitation Patterns
(previous visitors to Cradle Mountain n=220)

▪ Of the 37% of respondents who had visited Cradle Mountain before this 
most recent trip, more than one half said that they had visited “no other 
times in the past 12 months” (57%).

19% had done so “one other time”; 10% “two other times”; 5% “three other times”; 
and 9% “four other times or more”.

▪ Of the 37% of respondents who had visited Cradle Mountain previously, 
close to one third reported they had done so “10 years ago or more” (31%). 

The next most frequently confirmed time interval was “between 1 year and under 5 
years ago” (25%), followed closely by “within the last 6 months” (21%).

Visitation Patterns 
(full sample of visitors n=600)

▪ Among the full sample of respondents, the key factors specified that would 
encourage them to visit Cradle Mountain again were “walks/ to do more 
walks” (22%), and “the beauty/ environment/ nature/ scenery” (21%).

The most frequently mentioned incentives for visiting Cradle Mountain again coincided with 
the activities the respondents had been most likely to have engaged in on their most recent 
trip, providing evidence of a positive endorsement of the visitor experience.



▪ Of the 37% of respondents who had visited Cradle Mountain before this most 
recent trip, close to one half stated “don’t know/ unsure” as to which shuttle 
bus they had used (48%).

28% confirmed having used the “large blue bus only”; 16% the “small white bus only”; 
and 8% “both the white bus and the blue bus”.
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▪ The clear majority of all respondents had utilised the “Dove Lake” shuttle 
bus stop (87%).

A majority had also used the stops at the “Gateway Visitor Centre” (65%), and 
“Ronny Creek” (52%). Reported usage levels were lower for the “Interpretation 
Centre” stop (34%) and, significantly so, for the “Snake Hill” stop (10%). 

▪ The most commonly reported time of first entry to the park was “before 
11am” (49%).

The next most frequently mentioned time interval was “between 11am and 1pm” 
(23%).

▪ The most commonly reported frequency of entry to the park was “only one 
time” (61%).

A relatively significant proportion stated they had done so “two times” (23%).

▪ As to be expected, the 61% of respondents who had entered the park “only 
one time” during their most recent trip were significantly more likely to be 
those visiting Cradle Mountain on a “day trip only” (90%).

Those visiting Cradle Mountain and staying at least one night (55% of the full sample) 
were significantly more likely to have entered the park “two times” (35%) or “three 
times” (18%).

Shuttle Bus Usage on the Most Recent Trip
(full sample of visitors n=600)

Shuttle Bus Stop Usage and Entry to the Park
(full sample of visitors n=600)

▪ The majority of all respondents reported that they had used the “large blue 
bus only” on their most recent trip to the park (60%).

29% had used “both the white bus and the blue bus”; just 6% had used the “small 
white bus only”.

The extremely high satisfaction levels with the shuttle bus service, irrespective of the type 
of bus used, provided further evidence of a positive endorsement of the visitor experience.

Shuttle Bus Usage on the Previous Trip
(previous visitors to Cradle Mountain n=220)

Satisfaction with the Shuttle Bus Service 
(full sample of visitors n=600)

▪ Positively, the clear majority of all respondents were “satisfied” overall with 
the shuttle bus service (97% in total), with the greater proportion by far being 
“very satisfied” (89%).

Only n=7 respondents were dissatisfied to some degree. 
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▪ Of the 11% of respondents less than “very satisfied” with the shuttle bus 
service, the change they mentioned most frequently to improve their 
satisfaction was “shorter wait times – less than 20/30 minutes” (18%, n=12).

11% (n=7) in each case mentioned “an improved ticketing system”, “better customer 
service”, and “increased bus capacity/ fewer people on the bus”.

Due to the very small sample sizes, the responses should be regarded as indicative, 
rather than conclusive. 

Reasons for Satisfaction with the Shuttle Bus Service
(visitors “very satisfied” or “somewhat satisfied” with the service n=581)

Changes to the Shuttle Bus Service to Improve Satisfaction
(visitors less than “very satisfied” with the service n=65)

It should be noted that passenger numbers and average passenger loads on the shuttle buses 
were lower in 2021 due to COVID-19. Had the survey been conducted in 2019 or 2020, before 
the pandemic, the average passenger loads would have been substantially higher.

Therefore, there is some likelihood that a higher proportion of respondents would have raised 
passenger numbers on buses as an issue and/or requested an increase in bus capacity or fewer 
people on the bus.

Satisfaction with Features of the Shuttle Bus and Elements of the Journey
(full sample of visitors n=600)

▪ Of the 97% of respondents “very” or “somewhat” satisfied with the shuttle 
bus service, the reason they mentioned most frequently was the “bus driver 
was friendly/ chatty/ polite” (45%).

Relatively high rates of mention were also recorded for “the frequency/ regularity” 
(35%); the “bus driver was informative/ provided commentary” (28%); “on time/ 
prompt/ efficient/ quick” (25%); and the “cleanliness of the bus” (19%). 

Positively, these responses showed no significant variations when analysing the results 
according to the type of bus used.

Positively, on being prompted with a list of 6 features of the shuttle bus and elements of the journey, in each instance the clear majority confirmed they were satisfied
to some degree, and in each case the greater proportion said “very satisfied”.

TOTAL SATISFIED

▪ 98% - Cleanliness of the shuttle bus                 
(93% “very satisfied”, 5% “somewhat satisfied”)  

▪ 97% - Ease of getting on/off the shuttle bus   
(91% “very satisfied”, 7% “somewhat satisfied”)  

▪ 97% - Your personal safety on the shuttle bus 
(90% “very satisfied”, 6% “somewhat satisfied”)

▪ 95% - Seating availability on the shuttle bus                 
(82% “very satisfied”, 13% “somewhat satisfied”)     

▪ 93% - Seating comfort – i.e. seat size, leg room etc. 
(71% “very satisfied”, 21% “somewhat satisfied”)

▪ 89% (n=178 out of 199)† - Disability access                                             
(77% “very satisfied”, 13% “somewhat satisfied”)     

†NOTE: The result here excluded the high proportion of respondents (67%, 

n=401 out of 600) who recorded “not applicable” or “unsure”. 
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Satisfaction with Aspects of the Driver
(full sample of visitors n=600)

On being prompted with a list of 3 aspects of the driver, again positively, in each 
instance the clear majority confirmed they were satisfied to some degree, and 
in each case the greater proportion said “very satisfied”.

TOTAL SATISFIED

▪ 99% - Bus being driven safely                                                                              
(96% “very satisfied”, 3% “somewhat satisfied”)  

▪ 97% - Driver behaviour – i.e. friendly, courteous, helpful, communicative                                        
(92% “very satisfied”, 5% “somewhat satisfied”)

▪ 91% - Onboard driver commentary during the journey                                                                    
(76% “very satisfied”, 15% “somewhat satisfied”)  

TOTAL SATISFIED

▪ 95% - Wait time between shuttle buses – i.e. the frequency between buses                                   
(84% “very satisfied”, 11% “somewhat satisfied”)  

▪ 93% - Usefulness of the signs to help you find your way to the shuttle bus                                
(77% “very satisfied”, 16% “somewhat satisfied”)

▪ 93% - Information about access into the park – i.e. clear, simple                                                           
(76% “very satisfied”, 17% “somewhat satisfied”)

▪ 91% - Shuttle bus operating hours                                                                    
(79% “very satisfied”, 12% “somewhat satisfied”)  

▪ 90% - Ease of getting a shuttle bus ticket                                                                
(76% “very satisfied”, 14% “somewhat satisfied”)

Satisfaction with Aspects of the Shuttle Bus System
(full sample of visitors n=600)

On being prompted with a list of 5 aspects of the shuttle bus system, once more, 
in each instance the clear majority confirmed they were satisfied to some degree, 
and in each case the greater proportion said “very satisfied”.

These responses showed no significant variations when analysing the results 
according to the type of bus used.

▪ The majority of all respondents confirmed that “yes”, they knew of the need 
for a ticket for the shuttle bus before boarding (79%).

Among the remainder, a not insignificant proportion stated “no” they did not (17%).

Knowledge of Ticketing for the Shuttle Bus
(full sample of visitors n=600)

Possession of a Parks Pass
(full sample of visitors n=600)

▪ The great majority of all respondents confirmed that “yes”, they had a Parks 
Pass (90%).

9% overall stated “no” they did not. This figure would be lower still on excluding the 
respondents travelling in a tour group, in which case the tour group operators would 
have purchased a Pass on their behalf.
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▪ Among the 90% of respondents with a Parks Pass, the most frequently held 
type was a “holiday 8 weeks per vehicle” pass (45%).

Relatively high rates of mention were also recorded for an “annual All Parks Pass” 
(22%), and a “two year All Parks Pass” (16%).

Visitation of Other National Parks in the Next 12 Months
(visitors resident in Tasmania)

Type of Parks Pass Possessed
(visitors in possession of a Parks pass n=541)

The results gave a strong indication of the very high levels of visitation of 
further key Tasmanian national parks, both on the part of non-Tasmanians 
and Tasmanians, confirming the asset they represent to the state. 

Visitation of Other National Parks During the Tasmania Trip
(visitors not resident in Tasmania)

▪ Among the 82% of non-Tasmanian respondents (n=492 out of 600), the clear 
majority confirmed that “yes”, they had visited, or intended to visit, another 
national park during their trip to Tasmania (81%).

14% said “no”, they would only be visiting Cradle Mountain.

▪ The 81% of non-Tasmanian respondents who had confirmed having visited, 
or intending to visit, another national park during their trip to Tasmania 
(n=397 out of 492) were most likely to specify a trip to “Freycinet” (58%).

The next highest rate of mention was “Mount Field” national park (20%).

▪ Among the 18% of Tasmanian respondents (n=108 out of 600), the clear majority 
confirmed that “yes”, they would be likely to visit, another Tasmanian national 
park in the next 12 months (87%).

Only 5% said “no”, they would only be visiting Cradle Mountain.

▪ The 87% of Tasmanian respondents who had confirmed they would be likely to 
visit another national park in the next 12 months (n=94 out of 108) were most 
likely to specify a trip to “Freycinet” (43%).

The next highest rate of mention was “Mount Field” national park (24%).

Whether the Most Recent Visit to Cradle Mountain Met Expectations
(full sample of visitors n=600)

▪ Positively, the full sample of respondents were most likely to report that 
their trip to Cradle Mountain had “exceeded their expectations” (54%), or 
that it had “met their expectations” (43%). 

Only 3% (n=15) said it “did not meet their expectations”.

How the Most Recent Visit to Cradle Mountain Exceeded Expectations
(visitors whose expectations had been exceeded n=325)

▪ The 54% of respondents whose expectations had been exceeded (n=325) were 
most likely to cite the “beautiful/ good views/ scenery/ nature” (50%).

A substantial proportion in each case also mentioned the “good walking tracks/ well-
maintained/ signage” (21%); “well-run/ organised/ friendly/ knowledgeable staff” (18%); 
and the “good/ new facilities/ infrastructure” (17%).
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Rating of All Aspects of the Visit to Cradle Mountain
(full sample of visitors n=600)

Taking all aspects of their recent visit to Cradle Mountain into account, of 
the full sample of respondents, the clear majority gave their experience a 
resounding endorsement:

▪ 81% in total rated it at the highest scores of “9” or “10” out of 10.

▪ Moreover, at 56%, the greater proportion by far rated it as “excellent” 
with the top score of “10”. 

Only 4 respondents rated their overall experience at a “5” or below.

How the Most Recent Visit to Cradle Mountain Met Expectations
(visitors whose expectations had been met n=256)

▪ The 43% of respondents whose expectations had been met (n=256) were also 
most likely to cite the “beautiful/ good views/ scenery/ nature” (54%).

Next most frequently mentioned were again the “good walking tracks/ well-maintained/ 
signage” (15%); followed by “good walks/ lots of options/ things to do” (12%); and “well-
run/ organised/ friendly/ knowledgeable staff” (10%).

The responses of the extremely small sample of 3% of respondents whose expectations had not been met 
(n=15) have been recorded verbatim in full on p.45 of the report and should be regarded as indicative only 
due to the small sample size.

How the Most Recent Visit to Cradle Mountain 
Compared to the Previous Trip

(previous visitors to Cradle Mountain n=220)

The 37% of previous visitors to Cradle Mountain (n=220) also gave their most 
recent trip a resounding endorsement: 

▪ 90% in total reported that it was “better than” or “just as good” as their 
previous visit.

▪ Of these, 37% stated that it was “better” compared to their previous visit.

Just 5% (n=11) stated that it was “worse” than their last visit.

Perceptions of the Number of People Visiting Cradle Mountain
(full sample of visitors n=600)

▪ Of the full sample of respondents, the clear majority stated that they found the 
number of people visiting Cradle Mountain at the same time to be “about right” 
(87%).†

▪ Two key issues were reported by the respondents as to the point at which they 
felt that the number of people visiting Cradle Mountain at the same time would  
be unacceptable:

‐ Negative impacts as a result of “too many people on walks/ too busy/ having 
to wait” (33% in total).

‐ “If you have to wait for the bus/ buses overloaded/ full” (26%).

†NOTE: The survey was conducted in early 2021, and results were affected by the travel restrictions and impacts of COVID-19. Although visitor numbers at Cradle Mountain were starting to rebound, they were still lower than in 

previous years. Thus, perceptions of the number of people visiting the park may have been different had this survey been conducted prior to this period, when visitor numbers were higher.
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Likelihood of Recommending a Visit to Cradle Mountain
(full sample of visitors n=600)

Positively, the clear majority of all respondents indicated they were very likely to 
recommend a visit to Cradle Mountain to a friend or relative:

▪ 88% in total rated their likelihood at the highest scores of “9” or “10” out of 10, 
which placed them in the “promoter” category.

▪ Moreover, at 76%, the greater proportion of the “promoters” by far rated it as 
“extremely likely” with the top score of “10”. 

▪ 10% gave a “7” or “8” rating, placing them in the category of “passives”.

▪ Only 3% gave a rating of “6” or less, placing them in the category of “detractors”.

Reasons for Recommending a Visit to Cradle Mountain  
PROMOTERS 

(visitors giving scores of “9” or “10” n=527)

These results yielded a very high NET PROMOTER SCORE(†) of 
+85

†The net promotor score was calculated by subtracting the total percentage 
of “detractors” from the total percentage of “promotors”.

▪ The 88% of respondents classified as “promoters” of a visit (n=527) 
were most likely to cite the “beautiful/ stunning views/ scenery” as 
the reason (38%).

“Had a great experience/ loved it” also recorded a relatively high rate of 
mention (22%).

▪ The 10% of respondents classified as “passives” in recommending a visit (n=57) were 
most likely to cite the “beautiful/ stunning views/ scenery” as the reason (25%).

Reasons for Recommending a Visit to Cradle Mountain  
PASSIVES 

(visitors giving scores of “7” or “8” n=57)

Reasons for the Low Likelihood of Recommending a Visit to Cradle Mountain  
DETRACTORS 

(visitors giving scores of “6” or less n=16)

▪ Among the very small sample of n=16 respondents classified as “detractors”, with a low likelihood 
of recommending a visit, reasons related to “bad weather” were the somewhat more likely theme 
to emerge. Their verbatim comments have been recorded in full on p. 55 of the report and should 
be regarded as indicative only due to the small sample size.

At the conclusion of the survey, n=116 out of the 600 respondents chose 
to provide an additional comment. Small samples offered suggestions 
for improvement, whilst others chose to make a positive comment on 
their experience. Most notably, the “excellent walks/ views/ facilities/ 
experience” were reiterated (by 21%), providing further evidence of the 
strong endorsement of the Cradle Mountain visitor experience that had 
emerged throughout the survey. 

Additional Comments 
(visitors providing an additional comment n=116)
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Background to the Research

Cradle Mountain is one of the most visited and well-known national parks in Tasmania. The Parks and Wildlife Service (PWS) manages the park, including the services and 

facilities for visitors. Some facilities are managed by commercial operators: namely, the café, accommodation, and the shuttle bus. Most visitors enter and travel to the park 

on the shuttle bus system, as the PWS encourages visitors to use the shuttle buses to manage visitor safety on the access road and to reflect the minimal parking available 

within the park.

In 2018, the PWS changed the shuttle bus system. Bigger and more comfortable buses were introduced, with more seats per bus, and more overall capacity to carry people 

into Cradle Mountain. Newer buses also provided access for people with mobility issues or a disability. The PWS contracts a bus company to provide and run the shuttle bus 

service at Cradle Mountain.

In 2019, the PWS opened a new, upgraded Visitor Centre in the Cradle Valley tourism precinct. Visitors park their vehicles in the car park and are orientated to the national 

park at the Visitor Centre, where they can also be issued with a Parks Pass (if they do not already have one) and acquire a shuttle bus ticket. Visitors board the shuttle bus at 

the Visitor Centre or the Ranger Station/ Interpretation Centre. Most visitors travel on the shuttle bus on Dove Lake Road, all the way to the end at Dove Lake. Here they can 

alight, view Cradle Mountain and go on walks. The shuttle bus also makes stops at Ronny Creek, and Snake Hill along the Dove Lake Road. Fewer visitors get on and off at 

these stops. The bus returns visitors to the Visitor Centre.

The PWS allows a very limited number of private vehicles on the Dove Lake Road. Private vehicles are restricted to before the first shuttle bus starts and after the last shuttle 

bus stops for the day, or with permission, private vehicles can follow the shuttle bus both in and out. A boom gate prevents private vehicles from travelling on the Dove Lake 

Road.

Scope of the Research

In order to assess visitor satisfaction levels with the shuttle bus system, along with other key information about the visitor experience, the PWS assigned the independent

research firm, EMRS, to design and implement an extensive research project gathering feedback from its key target audience of shuttle bus users visiting the park.

EMRS undertook the design and conduct of the research, in close consultation with the PWS, and full analysis and reporting on the data gathered. 

Research Background and Scope
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Objectives of the Research

More specifically, the key informational objectives were to determine and explore:

▪ The profile of the visitors using the shuttle bus system;

▪ The length of the most recent visit;

▪ Activities engaged in during the most recent visit;

▪ Visitation of the Cradle Mountain Interpretation Centre;

▪ Whether the respondents were first-time or repeat visitors to Cradle Mountain;

▪ What would encourage another visit to Cradle Mountain;

▪ Use of the shuttle bus:

̶ Which stops were used to get on/ get off,

̶ The time of first entry into the park, and how many entries were made to the park during the visit,

̶ Satisfaction with the shuttle bus system,

̶ Which buses were used (small white bus, large blue bus, or a combination),

̶ Overall satisfaction with the shuttle bus, and the reasons for the response;

̶ Satisfaction with specific features of the shuttle bus and elements of the journey, aspects of the driver, and aspects of the shuttle bus system;

▪ Possession of a Parks Pass, and what type (if applicable);

▪ Visitation of other Tasmanian national parks;

▪ The extent to which the visit to Cradle Mountain met expectations, and the reasons for the response;

▪ The rating given to the overall experience of visiting Cradle Mountain;

▪ Perceptions of the park’s social carrying capacity;

▪ The likelihood of recommending Cradle Mountain to others; and 

▪ Any additional comments about the visit to Cradle Mountain.

Objectives of the Research
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The Research Methodology

In order to collect the required information to meet the specified objectives, EMRS used a quantitative survey methodology. The method of data collection was via an online 

survey questionnaire of around 12 minutes in length. 

The data was collected by means of EMRS’ own online research capability, with the progress and content of the data collection being closely monitored throughout to ensure 

quality control. 

The survey was facilitated through the following two methods in order to maximise the rate and range of response:

▪ On-Site Intercept Email Collection – EMRS interviewers approached visitors, informed them of the nature and purpose of the research, including the assurance of 

confidentiality, and then collected the details (first name and email address) of those willing to participate in the survey. The visitors were approached either while 

queuing to board the shuttle bus, or alighting from the bus, at the Visitor Centre. A unique and confidential link was sent to them directly by email through which they 

could access and complete the survey. To increase the response rate, a maximum of three email reminders were sent within a period of 14 days after the initial 

invitation. In total, n=562 surveys were completed via this online method (94% of the total responses).

▪ On-Site QR Code Poster – To further maximise the response rate, a poster was designed with a QR code which visitors could scan and immediately gain access to the 

survey. These posters were on-site at key locations throughout the park from February 2021 until the end of the survey period. In addition, five accommodation 

establishments outside the park boundary displayed the QR code posters. In total, n=38 surveys were completed via scanning the QR code (6% of the total responses).

Research Methodology
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Response Rate
SENT/SCANNED 

n=

COMPLETES 

n=

RESPONSE RATE

%

TOTAL 1,232 600 48.7%

Email/online methodology 1,028 562 54.7%

QR code methodology 204 38 18.7%

The fieldwork took place from the 15th of January to the 5th of April 2021, with 

EMRS interviewers on-site at the park on twelve separate occasions: namely, 

January the 15th,  17th, and 28th; February the 3rd, 8th, 14th, and 26th; March the 

8th, 14th, and 19th; and April the 3rd and 5th. 

EMRS successfully surveyed a total of n=600 adults aged 18 years and over.



Reporting on the Results

Where percentages do not sum to 100, this may be due to rounding or where respondents were able to give multiple responses. Throughout the report, an asterisk(*) denotes 

the reason for the results not summing to 100 per cent. 

Any table cells that have been highlighted in colour indicate a statistically significant variation in the results, most notably with green-highlighted cells denoting a significantly 

more positive result and pink-highlighted cells denoting a significantly less positive result. Blue-highlighted cells indicate a significantly higher percentage figure.

The following report presents the findings of the quantitative research, conducted among a cohort of n=600 adults aged 18 years and over, to assess visitor satisfaction 

with the Cradle Mountain shuttle bus system, along with gaining other key information about the visitor experience.

The research results have been presented predominantly in charts and tables. Any statistically significant variations in the results across the population subgroups have 

been remarked upon in the analytical commentary accompanying the charts and tables.

Reporting on the Results
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Gender† Number Percentage

Total 600 100

Male 225 38

Female 372 62

Other 2 0

Declined to answer 1 0

The Visitors Surveyed

In total, n=600 adults, aged 18 years and over, were surveyed via the online questionnaire. The following tables provide a breakdown of the population subgroups.

Table 1 – Gender 
(Number and percentage of respondents)†

Table 2 – Age
(Number and percentage of respondents)

Age Number Percentage

Total 600 100

18 to 24 years 32 5

25 to 34 years 169 28

35 to 44 years 94 16

45 to 54 years 84 14

55 years or over 221 37

The Visitors Surveyed (1)
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†NOTE: While there is a skew here towards female respondents, this is not atypical of a research project where there are no demographic quotas established. 
Typically, females tend to be more likely to participate in surveys than males.
Throughout the survey, there were no statistically significant differences to be noted on comparing the responses of the male and female subgroups. 



The Visitors Surveyed (2)

Region Number Percentage

Total 108 100

South 41 38

North 27 25

North West 37 34

Declined to answer 3 3

Table 4 – Region of Residence in Tasmania
(Number and percentage of Tasmanian respondents)

*Percentages may not sum to 100 due to rounding.
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Table 3 – Place of Residence
(Number and percentage of respondents)*

Residence Number Percentage

Total 600 100

Overseas† 21 4

Mainland Australia 471 79

ACT 19 3

New South Wales 119 20

Queensland 101 17

Northern Territory 7 1

South Australia 33 6

Victoria 173 29

Western Australia 19 3

Tasmania 108 18

DPIPWE | Parks and Wildlife Service – Cradle Mountain Shuttle Bus and Visitor Survey 2021 – Research Report | EMRS 

†NOTE: Historical or typical travel patterns were disrupted because of COVID-19. As a result, visitors  from overseas are almost non-existent in these results. 
The n=21 respondents in the sample are overseas residents who were already in Tasmania before international borders closed in March 2020. 

Interstate visitors historically make up most of the visitor numbers at Cradle. Interstate visitation was in the process of rebuilding at the time this survey was active. 



The Visitors Surveyed (3)
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Table 5 – Visitor Category
(Number and percentage of respondents)*

Visitor Category Number Percentage

Total 600 100

Alone 34 6

With a partner/ as a couple 299 50

A family with children 83 14

Other family, or family and friends 136 23

With friends 23 4

With a tour group 11 2

With a walking group 8 1

With a partner and friends 5 1

Other 1 0

*Percentages do not sum to 100 due to rounding.

Table 6 – Personally or Travelling Companion Living with a Disability
(Number and percentage of respondents)

Living with a Disability Number Percentage

Total 600 100

Yes 15 3

No 584 97

Declined to answer 1 0
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The Visitors Surveyed (4)

Table 7 – English as the Main Language Spoken at Home
(Number and percentage of respondents)
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†NOTE: Historical or typical travel patterns were disrupted because of COVID-19. As a result, visitors  from overseas are almost non-existent in these results. 
The n=21 respondents in the sample are overseas residents who were already in Tasmania before international borders closed in March 2020. 

English Main 
Language

TOTAL RESIDENCE
Overseas†

RESIDENCE
Mainland 
Australia

RESIDENCE
Tasmania

Number Percentage Number Number Number

Total 600 100 21 471 108

Yes 539 90 10 430 99

No 60 10 11 40 9

Declined to answer 1 0 0 1 0



The Visitors Surveyed (5)

10emrsDPIPWE | Parks and Wildlife Service – Cradle Mountain Shuttle Bus and Visitor Survey 2021 – Research Report | EMRS 

†NOTE: Historical or typical travel patterns were disrupted because of COVID-19. As a result, visitors  from overseas are almost non-existent in these results. 
The n=21 respondents in the sample are overseas residents who were already in Tasmania before international borders closed in March 2020. 

Table 7a (cont’d) – Other Main Language Spoken at Home
(Number and percentage of respondents)

Table 7a – Other Main Language Spoken at Home
(Number and percentage of respondents)

Other Main 
Language

TOTAL RESIDENCE
Overseas†

RESIDENCE
Mainland 
Australia

RESIDENCE
Tasmania

Number Number Number Number

Total 60 11 40 9

Burmese 1 - 1 -

Chinese – Cantonese 4 - 4 -

Chinese – Mandarin 7 2 4 1

Chinese – not stated 8 1 5 2

Dutch 2 1 1 -

Filipino 2 - 2 -

French 3 1 2 -

Greek 1 - 1 -

Tamil 1 - 1 -

Italian 1 - 1 -

Other Main 
Language

TOTAL RESIDENCE
Overseas†

RESIDENCE
Mainland 
Australia

RESIDENCE
Tasmania

Number Number Number Number

Total 60 11 40 9

Korean 3 1 1 1

Malayalam 1 - 1 -

Nepalese 3 - 2 1

Persian 3 - - 3

Portuguese 1 - 1 -

Russian 2 1 1 -

Sinhalese 1 - 1 -

Spanish 14 4 9 1

Swedish 1 - 1 -

Telugu 1 - 1 -



Section Three
Visitors’ Recent and Past Use of the Park
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Q. Which one of the following best describes your most 
recent visit to Cradle Mountain?

Length of the Most Recent Visit to Cradle Mountain

Chart 1 – Length of the Most Recent Visit to Cradle Mountain
(Percentage of all respondents)*†
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Stayed for one night at Cradle Mountain

A day trip only (didn’t stay overnight at Cradle Valley)

% of respondents (n=600)

The visitors to Cradle Mountain (n=600) were most likely to 
report that they had made a “day trip only” (45%).

Among the remainder, a similar proportion had “stayed for 
two nights” (20%), or “stayed for one night” (19%) at Cradle 
Mountain.

A further 16% of respondents had “stayed for three or more 
nights”.

There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.
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*Percentages do not sum to 100 due to rounding.
†The n=2 respondents who were “unsure” as to the description 
which best described their visit have not been included in this chart.
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Q. On your most recent visit to Cradle Mountain, what 
activities did you engage in while you were there?

Activities Engaged in While Visiting Cradle Mountain

Chart 2 – Activities Engaged in While Visiting Cradle Mountain
(Percentage of all respondents)*
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Around three quarters of the full sample of visitors (n=600) 
confirmed that they had engaged in “one” or “multiple” short 
walks of less than 2 hours while at Cradle Mountain (74% in 
total).

Apart from walks, “sightseeing or photography” and “watching 
wildlife” were the activities the visitors had most commonly 
engaged in (41% and 33% respectively).

A significant proportion also confirmed “dining at a restaurant” 
(28%), and “visiting galleries and shops” (21%).

As might be expected, the longer the visitors had stayed at Cradle 
Mountain, the more likely they were to have engaged in each of 
the activities, including longer walks.

“Other” activities mentioned by 2% of respondents or less included:

• “A guided tour or walk”, “an overnight walk”, “a helicopter tour”, 
“Cradle Canyoning”, and “climbing”.
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*Percentages do not sum to 100 due to multiple responses being possible.
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.



Q. Did you visit the Cradle Mountain Interpretation Centre, located at the entrance 
to the national park, approximately 2km south of the Gateway Visitor Centre? 

Chart 3 – Visitation of the Cradle Mountain Interpretation Centre
(Percentage of all respondents)
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The responses of the full sample (n=600) were relatively evenly 
divided between those respondents confirming they had visited 
the Cradle Mountain Interpretation Centre (47%), and those 
who reported they had not (51%). 

14emrs

Visitation of the Cradle Mountain Interpretation Centre
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.

% of respondents (n=600)

Some respondents may have got on or off the shuttle bus at the 
Interpretation Centre, but not gone into the Interpretation Centre 
itself. The bus stop at the Interpretation Centre is the closest stop 
to the nearby Peppers Cradle Mountain Lodge, the shop and some 
short walks. Also, some respondents may have confused the 
“Visitor Centre” with the “Interpretation Centre” when answering 
the questionnaire. Readers are recommended to use these results 
with caution.



Q. Was this your first visit to Cradle Mountain? 

Chart 4 – Whether the Most Recent Trip was the First Visit to Cradle Mountain
(Percentage of all respondents)

63%

37%

0

20

40

60

80

100

Yes No

The majority of respondents out of the full sample (n=600)
confirmed that their most recent trip to Cradle Mountain 
was their first visit (63%), while the remainder stated it was 
not (37%).

15emrs

Whether the Most Recent Trip was the First Visit to Cradle Mountain

▪ Respondents travelling from mainland Australia were 
significantly more likely to confirm that this was their 
first visit to Cradle Mountain (73% in total), compared 
to those from Tasmania (15%).

% of respondents (n=600)
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Q. Apart from this last trip, how many other times have 
you visited Cradle Mountain in the past 12 months?

Frequency of Visits to Cradle Mountain in the Past 12 Months

Chart 5 – Frequency of Visits to Cradle Mountain in the Past 12 Months
(Percentage of respondents who had previously visited Cradle Mountain)
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Of the 37% of respondents who had visited Cradle Mountain 
before this most recent trip (n=220 out of 600), the majority 
stated that they had visited “no other times in the past 12 
months” (57%).

The remainder were most likely to state they had done so 
“one other time” (19%).
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.



Q. When was your most recent visit to Cradle Mountain 
before this last trip?

Previous Trip to Cradle Mountain before the Most Recent Trip

Chart 6 – Previous Trip to Cradle Mountain before the Most Recent Trip
(Percentage of respondents who had previously visited Cradle Mountain)*
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*Percentages do not sum to 100 due to rounding.

Of the 37% of respondents who had visited Cradle Mountain 
previously, before this most recent trip (n=220 out of 600), close 
to one third  reported they had done so “10 years ago or more” 
(31%).

The next most frequently confirmed time interval was “between 
1 year and under 5 years ago” (25%), followed closely by “within 
the last 6 months’ (21%).
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.



Q. What, if anything, would encourage you to visit 
Cradle Mountain again? 

What Would Encourage Another Visit to Cradle Mountain

Chart 7 – What Would Encourage Another Visit to Cradle Mountain
(Percentage of all respondents)*
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Among the full sample of respondents (n=600), the factors most 
commonly mentioned without prompting that would encourage 
them to visit Cradle Mountain again were “walks/ to do more 
walks” (22%), closely followed by “the beauty/ environment/ 
nature/ scenery” (21%).

A significant proportion simply said “nothing specific”, that they 
“will return” (19%).
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*Percentages do not sum to 100 due to multiple responses being possible.

“Other” factors mentioned by less than 2% of respondents included:

• “Accessibility”, “bringing family/ visitors”, “lower visitor numbers”, 
“shuttle bus from major towns - e.g. Devonport/ Burnie/ easier travel”, 
“free/ cheaper camping options”, “good trip/ but probably won’t 
return”, and a “cheaper Parks Pass”.
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.



Section Four
Visitor Shuttle Bus Stop Usage and Entry to the Park

19emrsDPIPWE | Parks and Wildlife Service – Cradle Mountain Shuttle Bus and Visitor Survey 2021 – Research Report | EMRS 



Q. Thinking about your recent visit to the park, which shuttle 
bus stops did you use to get either on or off the bus? 

Shuttle Bus Stops Utilised

Chart 8 – Shuttle Bus Stops Utilised
(Percentage of all respondents)*
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The clear majority of the full sample of respondents (out of n=600) had 
utilised the “Dove Lake” shuttle bus stop on their most recent trip to the 
park (87%).

A majority in each case had also used the “Gateway Visitor Centre” and 
“Ronny Creek” stops (65% and 52% respectively), while around one in 
three had used the stop at the “Interpretation Centre” (34%).

The “Snake Hill” stop recorded by far the lowest level of usage (10%).
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*Percentages do not sum to 100 due to multiple responses being possible.
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.



Q. At what time did you FIRST enter the park on the 
shuttle bus? 

Time of First Entry into the Park on the Shuttle Bus

Chart 9 – Time of First Entry into the Park on the Shuttle Bus
(Percentage of all respondents)†
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The respondents in the full sample (n=600) were most likely by 
far to report that they first entered the park on the shuttle bus 
“before 11am” (49%).

The next most frequently confirmed time interval was “between 
11am and 1pm” (23%).

By demographic group:

▪ Respondents aged 55 years and over were significantly more 
likely to have first entered the park before 11am (64%).
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†The n=1 respondent who had first entered the park “after 7pm” has not been included in this chart.
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Q. During your entire recent visit to Cradle Mountain (which may have been 
over one day or several days), how many times did you enter the park?

Frequency of Entry to the Park During the Most Recent Visit

Chart 10 – Frequency of Entry to the Park During the Most Recent Visit
(Percentage of all respondents)*
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The majority of respondents in the full sample (out of n=600)
reported that they had entered the park “only one time” during 
their entire visit to Cradle Mountain (61%). 

A relatively significant proportion stated they had done so “two 
times” (23%).
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*Percentages do not sum to 100 due to rounding.

▪ Tasmanian residents were somewhat more likely to report 
having entered the park only one time during their visit (78%), 
compared to those travelling from mainland Australia (56%).

DPIPWE | Parks and Wildlife Service – Cradle Mountain Shuttle Bus and Visitor Survey 2021 – Research Report | EMRS 



23emrsDPIPWE | Parks and Wildlife Service – Cradle Mountain Shuttle Bus and Visitor Survey 2021 – Research Report | EMRS 

Frequency of Entry to the Park During the Most Recent Visit
by Length of Stay at Cradle Mountain

Table 8 – Frequency of Entry to the Park During Most Recent Visit by Length of Stay at Cradle Mountain
(Number and percentage of respondents)*†

Frequency of Entry to the Park Length of Stay at Cradle Mountain

TOTAL

(n=600)

Day trip 
only

(n=271)

Stayed at least one night 
at Cradle Mountain

(n=327)

n= % n= % n= %

Only one time 363 61 244 90 117 36

Two times 138 23 23 8 115 35

Three times 64 11 4 1 60 18

Four times 20 3 0 - 20 6

Five times or more 15 3 0 - 15 5

*Percentages may not sum to 100 due to rounding.
†The n=2 respondents who did not disclose the length of their visit at Cradle Mountain have not been included in this table.

As to be expected, the respondents who had entered the park “only one time” during their most recent visit to Cradle Mountain (n=363 of 600, or 61% 
of the total sample) were significantly more likely to be respondents visiting on a “day trip only” to Cradle Mountain (90%, or n=244 of 271).

Those visiting Cradle Mountain and staying at least one night (n=327 of 600, or 55% of the total sample) were significantly more likely to have entered 
the park “two times” (35%, or n=115 of 327) or “three times” (18%, or n=60 of 327).



Section Five
Visitor Use and Perceptions of the Cradle Mountain 
Shuttle Bus Service
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Q. Firstly, which of the available shuttle buses did you 
use on your recent trip?

Which Shuttle Buses were Used During the Most Recent Trip  

Chart 11 – Which Shuttle Buses were Used During the Most Recent Trip 
(Percentage of all respondents)
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The majority of all respondents (out of n=600) stated that they 
had used the “large blue bus only” on their recent trip to the 
park (60%). 

Use of “both the white bus and the blue bus” was confirmed by 
29%. 

Just 6% had used the “small white bus only”.

25emrsDPIPWE | Parks and Wildlife Service – Cradle Mountain Shuttle Bus and Visitor Survey 2021 – Research Report | EMRS 

There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.



Q. And which shuttle bus did you use on your previous 
trip before this last one?

Which Shuttle Buses were Used During the Previous Trip

Chart 12 – Which Shuttle Buses were Used During the Previous Trip
(Percentage of respondents who had previously visited Cradle Mountain)
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Close to one half of the 37% of respondents who had visited the 
park previously (n=220 out of 600) could not specify which shuttle 
bus they had used on the trip prior to their most recent one (48%).

Among those providing a definitive answer, the somewhat larger 
proportion had used the “large blue bus only” (28%), compared to 
those who had used the “small white bus only” (16%).

Just 8% had used “both”. 
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.



Please answer all the following shuttle bus questions with respect 
to your most recent trip.
Q. Apart from any COVID restrictions that may have impacted on 
your experience, overall how satisfied were you with the shuttle 
bus service provided at Cradle Mountain?

Chart 13 – Overall Satisfaction with the Cradle Mountain Shuttle Bus Service
(Percentage of all respondents)*
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Positively, the great majority of all respondents (out of n=600) were 
satisfied with the shuttle bus service provided at Cradle Mountain 
(97% in total), with the significantly greater proportion being “very 
satisfied” (89%).

Just n=5 respondents were “somewhat dissatisfied”, and only n=2 
were “very dissatisfied”.
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Overall Satisfaction with the Cradle Mountain Shuttle Bus Service
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups, 
including the satisfaction ratings by type of bus used.

*Percentages may not sum to 100 due to rounding.



Q. What would need to change to the shuttle bus service 
to improve your satisfaction?

Changes to the Shuttle Bus Service to Improve Satisfaction

Chart 14 – Changes to the Shuttle Bus Service to Improve Satisfaction
(Percentage of respondents who were less than “very satisfied” 

with the shuttle bus service)*
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The change most commonly suggested by the respondents who were less 
than “very satisfied” with the shuttle bus service (n=65 out of 600) was 
“shorter wait times – less than 20/30 minutes” (18%, n=12). 

An “improved ticketing system”, “better customer service” and “increased 
capacity/ fewer people on the bus” recorded the next highest rates of 
mention (11%, n=7, in each case).
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*Percentages do not sum to 100 due to multiple responses being possible.
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There were no statistically significant findings to be noted on comparing the 
responses across the population subgroups, including by type of bus used.

Due to the relatively small size of the sample of those less than “very 
satisfied” with the shuttle bus service (n=65 out of 600), the responses 
here should be regarded as indicative rather than conclusive. 

Passenger numbers and average passenger loads on the shuttle buses were lower 
in 2021 due to COVID-19. Had the survey been conducted in 2019 or 2020, before 
the pandemic, the average passenger loads would have been substantially higher.

Therefore, there is some likelihood that a higher proportion of respondents would 
have raised passenger numbers on buses as an issue and/or requested an increase 
in bus capacity or fewer people on the bus.



Q. For what reasons were you satisfied with the shuttle bus service?

Reasons for Satisfaction with the Shuttle Bus Service

Chart 15 – Reasons for Satisfaction with the Shuttle Bus Service
(Percentage of respondents who were “very” or “somewhat” satisfied 

with the shuttle bus service)*†
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The respondents satisfied with the shuttle bus to some degree (n=581 
out of 600) were most likely to state that the “bus driver was friendly/ 
chatty/ polite” as their reason (45%, n=259). There were also frequent 
mentions that the “bus driver was informative/ provided commentary” 
(28%, n=161). 

On combining the above categories, 60% in total (n=346) attributed the 
reason for their satisfaction to positive aspects of the shuttle bus driver. 

As to other aspects of the service, the respondents were most likely to 
report they were satisfied because of “the frequency/ regularity” of the 
shuttle bus (35%, n=203), and the bus being “on time/ prompt/ efficient/ 
quick” (25%, n=148).
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*Percentages do not sum to 100 due to multiple responses being possible.
†The n=2 respondents who were “unsure” have not been included in this chart.
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups, 
including by type of bus used.

Due to the far larger sample size of respondents satisfied to some 
degree with shuttle bus service (n=581 out of 600), the responses 
here provide more conclusive insights.



*Percentages may not sum to 100 due to rounding.

Q. Thinking about features of the shuttle bus and elements 
of the journey, how satisfied or dissatisfied were you with…

Table 9 – Satisfaction with Features of the Shuttle Bus and Elements of the Journey
(Percentage of all respondents, n=600)*

The responses here (out of n=600) clearly confirmed a very high level of satisfaction with the shuttle bus and elements of the journey. On being prompted, with respect to 
five of the six specified elements, the great majority of respondents were satisfied to some degree (with totals ranging from 93% to 98%). Furthermore, in each case the 
respondents were most likely by far to state “very satisfied” (from 71% to 93%).

While “disability access” recorded the lowest level of satisfaction overall (30% in total), account should be taken of the significantly large proportion of respondents who 
recorded “not applicable” or “unsure” (67% in total). Once these inconclusive responses were excluded from the data, total satisfaction with “disability access” rose to 89%.
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Satisfaction with Specified Elements of the Shuttle Bus Service
Features of the Shuttle Bus and Elements of the Journey

Element
TOTAL

SATISFIED
Very

satisfied
Somewhat

satisfied

NEITHER 

SATISFIED 

NOR 

DISSATISFIED

Somewhat

dissatisfied

Very

dissatisfied

TOTAL

DISSATISFIED
Unsure

Not

applicable

Cleanliness of the shuttle bus 98 93 5 1 0 0 0 - 1

Ease of getting on/ off the shuttle bus 97 91 7 1 1 0 1 - 1

Your personal safety on the shuttle bus 97 90 6 2 0 0 1 - 1

Seating availability on the shuttle bus 95 82 13 3 1 0 2 - 1

Seating comfort (i.e. seat size, leg room etc.) 93 71 21 5 1 0 1 - 1

Disability access 30 26 4 3 0 - 0 13 54

Disability access – excluding those “unsure”, 
or recording “not applicable” (n=199)

89 77 13 10 1 - 1 - -

There were no statistically significant findings to be noted on comparing the 
responses across the population subgroups, including by type of bus used.
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Q. Thinking about aspects of the driver, how satisfied or dissatisfied 
were you with…

Table 10 – Satisfaction with Aspects of the Driver
(Percentage of all respondents, n=600)*
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Satisfaction with Specified Elements of the Shuttle Bus Service
Aspects of the Driver

Element

TOTAL
SATISFIED

Very
satisfied

Somewhat
satisfied

NEITHER 

SATISFIED 

NOR 

DISATISFIED

Somewhat

dissatisfied

Very

dissatisfied

TOTAL

DISSATISFIED
Unsure

Not

applicable

Bus being driven safely 99 96 3 0 0 0 0 - 1

Driver behaviour (i.e. friendly, courteous, 
helpful, communicative) 

97 92 5 1 0 1 1 - 1

Onboard driver commentary during the 
journey 

91 76 15 4 1 1 2 1 3

*Percentages may not sum to 100 due to rounding.

The responses here (out of n=600) also clearly confirmed a very high level of satisfaction with the shuttle bus driver. On being prompted, with respect to each of the 
three specified elements, the great majority of respondents were satisfied to some degree (with totals ranging from 91% to 99%). Furthermore, in each case the 
respondents were most likely by far to state “very satisfied” (from 76% to 96%).

While the “onboard driver commentary during the journey” recorded the lowest level of total satisfaction, it was nevertheless regarded as satisfactory by the clear 
majority, 76% of whom were “very satisfied”.
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There were no statistically significant findings to be noted on comparing the 
responses across the population subgroups, including by type of bus used.



Q. Thinking about aspects of the shuttle bus system, how satisfied 
or dissatisfied were you with…

Table 11 – Satisfaction with Aspects of the Shuttle Bus System
(Percentage of all respondents, n=600)*
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Satisfaction with Specified Elements of the Shuttle Bus Service
Aspects of the Shuttle Bus System

All five specified elements of the shuttle bus system also recorded very high levels of total satisfaction. In each case, the clear majority of respondents (out of n=600) 
were satisfied to some degree (with totals ranging from 90% to 95%).

Furthermore, in each case the respondents were most likely by far to state “very satisfied” (76% and above), and significantly more likely with respect to the “wait 
time between shuttle buses” (84%). 

Element

TOTAL
SATISFIED

Very
satisfied

Somewhat
satisfied

NEITHER 

SATISFIED

NOR 

DISATISFIED

Somewhat

dissatisfied

Very

dissatisfied

TOTAL

DISSATISFIED
Unsure

Not

applicable

Wait time between shuttle buses    
(i.e. the frequency between buses)

95 84 11 2 2 0 2 0 1

Usefulness of the signs to help you   
find your way to the shuttle bus

93 77 16 4 1 0 1 1 1

Information about access into the park  
(i.e. clear, simple)

93 76 17 3 2 1 2 1 1

Shuttle bus operating hours 91 79 12 4 3 1 3 1 1

Ease of getting a shuttle bus ticket 90 76 14 3 5 1 6 1 2

*Percentages may not sum to 100 due to rounding.
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There were no statistically significant findings to be noted on comparing the 
responses across the population subgroups, including by type of bus used.



Q. Before boarding, did you know that you needed a ticket 
to get on the shuttle bus?

Chart 16 – Knowledge of Ticketing for the Shuttle Bus
(Percentage of all respondents)
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Close to four in five of the total sample of respondents (out of n=600)
confirmed that they knew of the need for a ticket for the shuttle bus 
before boarding (79%). 

Among the remainder, a not insignificant proportion stated “no”, they 
did not (17%).
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Knowledge of Ticketing for the Shuttle Bus
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% of respondents (n=600)

There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups, 
including by type of bus used.



Section Six
Visitor Possession of a Parks Pass and Visitation of Other Parks
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Q. Do you have a Parks Pass?

Chart 17 – Possession of a Parks Pass
(Percentage of all respondents)
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The great majority of the full sample of respondents (out of n=600)
confirmed that “yes”, they had a Parks Pass (90%). 

Just 9% said they did not, and a further 1% were “unsure”.

▪ Respondents travelling in a tour group were significantly more likely
to report that no, they did not have a Parks Pass (64%).

However, this is due to tour group operators purchasing a Parks Pass 
on behalf of their clients.

‐ Therefore, excluding this subgroup, the 9% overall figure would be 
proportionately lower. 

There were no other statistically significant findings to be noted on 
comparing the responses across the population subgroups.
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Possession of a Parks Pass

% of respondents (n=600)
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Q. What type of Parks Pass do you have?

Type of Parks Pass Possessed

Chart 18 – Type of Parks Pass Possessed
(Percentage of respondents with a Parks Pass)*
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Among the 90% of respondents with a Parks Pass (n=541 of 600), the 
most frequently held type was a “holiday 8 weeks per vehicle” pass 
(45%).

Relatively high rates of mention were also recorded for an “annual 
All Parks Pass” (22%), and a “two year All Parks Pass” (16%).

▪ Respondents aged 55 years and over were significantly more likely
to hold an annual All Parks Pass (37% in total), compared to those 
aged 18 to 54 years (13%).

▪ Tasmanian respondents were significantly more likely to hold a 
two year All Parks Pass (67%), compared to respondents from 
mainland Australia (4% in total).

▪ Respondents visiting the park alone were significantly more likely
to hold a holiday 8 weeks per person pass (36%).
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*Percentages do not sum to 100 due to multiple responses being possible.
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Chart 19 – Visitation of Other National Parks During the Tasmania Trip
(Percentage of non-Tasmanian respondents)
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Among the sample of respondents not resident in Tasmania (n=492 of 
600), the clear majority confirmed that they had visited, or intended to 
visit, another national park during their trip to Tasmania (81%).

The remainder reported they would only be visiting Cradle Mountain 
(14%), or were “unsure” (5%).
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Q. Have you visited or will you visit another national park 
during this trip to Tasmania?

% of non-Tasmanian residents (n=492)
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Visitation of Other National Parks During the Tasmania Trip
Non-Tasmanian Respondents

There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.



Q. What other national parks have you visited or are you likely 
to visit during this trip to Tasmania?

Chart 20 – Other National Parks Visited or Likely to be Visited
(Percentage of non-Tasmanian respondents confirming visits to other national parks)*
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Without prompting, of the 81% of non-Tasmanian respondents who 
confirmed that they had visited, or intended to visit, another national 
park during their trip to Tasmania (n=397 of 492), more than one half 
specified “Freycinet” (58%).

The next highest rate of mention was “Mount Field” national park (20%).

Around one in ten respondents in each case mentioned the “Tasman” 
(11%), “Lake St Clair” and “South Bruny” national parks (9% each).
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*Percentages do not sum to 100 due to multiple responses being possible.

Other National Parks Visited or Likely to be Visited 
Non-Tasmanian Respondents

“Other” national parks or areas mentioned by less than 2% included:

• “Walls of Jerusalem”, “Cockle Creek”, “Hastings Caves State Reserve”, “Savage River”, 
“Wellington Park” and “Great Western Tiers Conservation Area”.
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.



Chart 21 – Visitation of Other National Parks in the Next 12 Months
(Percentage of Tasmanian respondents)
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Tasmanian residents accounted for 18% of the respondents 
(n=108 of 600). Of the Tasmanian respondents, the great 
majority confirmed that “yes”, they would be likely to visit 
another Tasmanian national park in the next 12 months 
(n=94 of 108, or 87%).

The small remainder reported they would only be visiting 
Cradle Mountain (5%), or were “unsure” (8%).
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Q. Are you likely to visit any other Tasmanian national parks 
in the next 12 months?

% of Tasmanian residents (n=108)
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Visitation of Other National Parks in the Next 12 Months 
Tasmanian Respondents

There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.



Chart 22 – Other National Parks Likely to be Visited
(Percentage of Tasmanian respondents confirming visits to other national parks)*
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*Percentages do not sum to 100 due to multiple responses being possible.

Q. What other Tasmanian national parks are you likely to visit 
in the next 12 months?

Other National Parks Likely to be Visited 
Tasmanian Respondents
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Without prompting, of the 87% of Tasmanian respondents who confirmed 
they were likely to visit another national park in the next 12 months (n=94 
out of 108), “Freycinet” was the most frequently specified (43%).

The next highest rate of mention was “Mount Field” national park (24%).

Around one in ten respondents in each case mentioned the “Narawntapu” 
(12%) and “Tasman” national parks (10%).

There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.



Section Seven
Visitors’ Wilderness Experience
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Q. To what extent did your most recent visit to Cradle Mountain 
meet your expectations?

Chart 23 – Extent to Which the Most Recent Visit to Cradle Mountain 
Met Expectations

(Percentage of all respondents)*
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Positively, of the full sample of respondents (n=600), more 
than one half reported that their most recent trip to Cradle 
Mountain had exceeded their expectations (54%). 

A further 43% stated it had met their expectations.

Just 3% (n=15) said their expectations had not been met.

*Percentages do not sum to 100 due to rounding.
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Extent to Which the Most Recent Visit to Cradle Mountain
Met Expectations

% of respondents (n=600)
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.



Q. In what ways did it exceed your expectations?

Chart 24 – Ways in Which the Most Recent Visit to Cradle Mountain Exceeded Expectations
(Percentage of respondents stating their visit had “exceeded” their expectations)*
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% of respondents (n=325)

Of the 54% of respondents whose expectations had been exceeded by 
their visit to Cradle Mountain (n=325 out of 600), one half cited the 
“beautiful/ good views/ scenery/ nature” (50%). 

A substantial proportion of respondents in each case also mentioned 
the “good walking tracks/ well-maintained/ signage” (21%); “well-
run/ organised/ friendly/ knowledgeable staff” (18%); and the “good/ 
new facilities/ infrastructure” (17%).
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*Percentages do not sum to 100 due to multiple responses being possible.

Ways in Which the Most Recent Visit to Cradle Mountain 
Exceeded Expectations

“Other” responses by less than 2% included:

• “Accommodation/ options”, “weather was changeable/ bad”, “longer/ 
challenging walks available”, “completed the planned walk/ satisfaction”, 
and “was as expected/ remembered”.
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.



Q. In what ways did it meet your expectations?

Chart 25 – Ways in Which the Most Recent Visit to Cradle Mountain Met Expectations
(Percentage of respondents stating their visit had “met” their expectations)*†
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Of the 43% of respondents whose expectations had been met by their 
visit to Cradle Mountain (n=256 out of 600), the “beautiful/ good views/ 
scenery/ nature” were again most frequently cited (54%). 

Next most frequently mentioned were the “good walking tracks/ well-
maintained/ signage” (15%); “good walks/ lots of options/ things to do” 
(12%); and “well-run/ organised/ friendly/ knowledgeable staff” (10%).

*Percentages do not sum to 100 due to multiple responses being possible.
†The n=1 respondent who was “unsure” has not been included in this chart.

“Other” responses by less than 2% included:

• “Good short walks/ family friendly”, “longer/ challenging walks available”, 
“accommodation options”, “completed the planned walk/ satisfaction”, 
“conservation/ preservation efforts of the future”, “lack of facilities - e.g. for 
wet weather, BBQ, café”, and “not crowded/ still feel isolated/ in nature”.
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.



Q. In what ways were your expectations not met?
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Ways in Which the Most Recent Visit to Cradle Mountain 
Did Not Meet Expectations

Bad weather/ visibility (6 mentions)

❖ “Terrible weather made it unsatisfactory.” 

❖ “Bad weather. Very low visibility.”

❖ “Could not get to see Cradle Mountain only from a very long distance.”

Among the very small sample of 3% of respondents who stated their most recent trip to Cradle Mountain did not meet their expectations (n=15 out of 600), the reasons why 

have been grouped thematically, along with the comments they provided recorded verbatim below.

Higher expectations of scenery/ walks (3 mentions)

❖ “I had hoped the Dove Lake and the mountains around it would 
be more stunning. They were good, not amazing like I thought.” 

❖ “A number of walks had fairly boring views.”

❖ “Was not as amazing as what was advertised.”

Lack of facilities available/ in the area (3 mentions)

❖ “Not enough facilities – e.g., a BBQ.” 

❖ “The cafe service was extremely slow for the number of visitors 
and the size of the cafe is inadequate.”

❖ “Availability and price of food, especially supplies for a two-day 
stay.”

Amount of people/ commercialisation (2 mentions)

❖ “The amount of people at Dove Lake. It was worse than the self-checkout 
line at Woolies.” 

❖ “Becoming too commercialised.”

Other (1 mention) 

❖ “Information staff at the ticket counter. Thank god I am local. Some are very 
rude and treat visitors as if they require special care.”
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Q. Overall, thinking about all aspects of your visit to Cradle Mountain, 
including the location, the scenery, the flora and fauna, and the activities 
you undertook, how would you rate your recent experience in this part 
of Tasmania’s wilderness?

Please provide your rating on a scale from 0 to 10, where 0 is “very poor” 
and 10 is “excellent”. 

Chart 26 – Overall Rating of All Aspects of the Visit to Cradle Mountain
(Percentage of all respondents)*
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Taking all aspects of their recent visit to Cradle Mountain into 
account, of the full sample of respondents (n=600), the clear 
majority gave their experience a resounding endorsement, 
with 81% in total rating it at the highest scores of “9” or “10”.

Moreover, of these, the greater proportion by far rated it as 
“excellent” with a top score of “10” (56%).

Just 4 respondents rated their overall experience at a “5” or 
below.

*Percentages do not sum to 100 due to rounding.
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Overall Rating of All Aspects of the Visit to Cradle Mountain
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.



Q. How did the quality of your experience at Cradle Mountain 
on this visit compare to your experience on your most recent 
previous visit to Cradle Mountain?

Chart 27 – How the Most Recent Visit to Cradle Mountain 
Compared to the Previous Visit

(Percentage of respondents who had previously visited Cradle Mountain)
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The respondents who had visited Cradle Mountain before this 
most recent trip (n=220 out of 600) were most likely to report 
that it was “better than” or “just as good” as their previous visit 
(90% in total).

Of these, 37% stated that it was “better” compared to their 
previous visit.

Just 5% (n=11) stated that it was “worse” than their last visit.
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How the Most Recent Visit to Cradle Mountain 
Compared to the Previous Visit
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.



Section Eight
Visitors’ Perceptions of the Park’s Social Carrying Capacity
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Q. On this most recent visit, how did you find the number 
of people visiting Cradle Mountain at the same time?

Chart 28 – Perceptions of the Number of People Visiting Cradle Mountain
(Percentage of all respondents)
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Of the full sample of respondents (n=600), the clear majority stated 
that they found the number of people visiting Cradle Mountain at 
the same time to be “about right” (87%).

A small proportion in each case viewed the number of visitors as 
“too many” (6%), or “too few” (4%).

It should be noted that the survey was conducted in early 2021, and 
results were affected by the travel restrictions and impacts of COVID-
19. Although visitor numbers at Cradle Mountain were starting to 
rebound, they were still lower than in previous years. Thus, results 
may have been different had this survey been conducted in early 
2019 or even January 2020, when visitor numbers were higher.
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Perceptions of the Number of People Visiting Cradle Mountain
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.
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Q. At what point would you regard the number of people visiting 
Cradle Mountain at the same time as unacceptable?

Chart 29 – Perceptions of the Point Where Visitor Numbers Would be Unacceptable
(Percentage of all respondents)*

Without prompting, around one in four respondents (out 
of n=600) stated that, “if they had to wait for the bus/ 
buses overloaded/ full”, they would regard the number of 
people visiting Cradle Mountain as unacceptable (26%).

On combining the categories regarding negative impacts on 
walking at Cradle Mountain, 33% in total stated this would 
indicate an unacceptable number of visitors.
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*Percentages do not sum to 100 due to multiple responses being possible.

Perceptions of the Point Where Visitor Numbers 
Would be Unacceptable

TOTAL
IMPACT ON WALKS 

33%

“Other” responses by less than 2% in each case included:

• “50 people or less”, “100-200 people”, “400-500 people”, “1,000-2,000 
people”, “double the amount as on my visit”, “COVID-impacted numbers 
are good”, “more than the amount on my visit”, already too many/ years 
ago”, and “when it impacts poorly on the environment”.
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.



Section Nine
Recommending a Cradle Mountain Visit to Others
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Q. How likely are you to recommend a visit to Cradle Mountain 
to a friend or relative – where 0 is not likely to recommend it at 
all, and 10 is extremely likely to recommend a visit?

Chart 30 – Likelihood of Recommending a Visit to Cradle Mountain to Others 
(Percentage of all respondents)*†
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*Percentages may not sum to 100 due to rounding.
†The net promotor score was calculated by subtracting the total percentage of “detractors” from the total percentage of “promotors”.
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These results yielded a very high 
NET PROMOTER SCORE(†) of 

+85

Positively, the clear majority of respondents (out of n=600)
indicated they were very likely to recommend a visit to Cradle 
Mountain to a friend or relative, rating their likelihood at the 
top scores of “9” or “10”, which placed them in the “promotor” 
category (88%).

Moreover, of these, the greater proportion by far recorded that 
they would be “extremely likely” to do so (76%).

A significantly smaller proportion of the full sample rated their 
likelihood at a “6” or less (just 3%, n=16), placing them in the 
“detractor” category.
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.



Q. Why did you give that rating? 

Chart 31 – Reasons for the Likelihood of Recommending a Visit to Cradle Mountain 

“Promotors”
(Percentage of respondents giving likelihood scores of “9” or “10”)*

Among the 88% of respondents classified as “promotors” of a visit to 
Cradle Mountain (n=527 out of 600), the most frequently mentioned 
reason for their high likelihood to recommend it was the “beautiful/ 
stunning/ views/ scenery” (38%).  

“Had a great experience/ loved it” also recorded a relatively high rate 
of mention (22%).
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*Percentages do not sum to 100 due to multiple responses being possible.

Reasons for the Likelihood of Recommending a Visit to Cradle Mountain 
Promotors
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Beautiful/ stunning/ views/ scenery

% of respondents (n=527)

“Other” mentions by less than 2% of respondents included:

• “World Heritage area”, “not too many tourists/ remote”, and 
“more for hikers/ some would find walks difficult”.
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.
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Chart 32 – Reasons for the Likelihood of Recommending a Visit to Cradle Mountain 
“Passives”

(Percentage of respondents giving likelihood scores of “7” or “8”)*

Among the 10% of respondents classified as “passives” in their likelihood 
of recommending a visit to Cradle Mountain (n=57 out of 600), the most 
frequently mentioned reason for their “7” or “8” rating was the “beautiful/ 
stunning/ views/ scenery” (25%).  

The next most frequent responses were a “positive sentiment” in general 
(14%), and “had a great experience/ loved it” (11%).

The responses here closely reflected those of the “promoters” of a visit, with the 
most frequent mentions also being overwhelmingly positive.
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*Percentages do not sum to 100 due to multiple responses being possible.
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Reasons for the Likelihood of Recommending a Visit to Cradle Mountain 
Passives

Q. Why did you give that rating? 

There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.
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Potential for bad weather (3 mentions)

❖ “I will not recommend Cradle Mountain to my friends when there is wet weather.”

❖ “Weather very bad.”

❖ “I’m very happy with the amazing scenery and the wildlife, but I’m not sure if the weather and the activities (the majority of the activities involved walking in cold/ 
windy/ rainy weather) are suitable for a lot of people – e.g. the elderly, children, people who are not physically active, people who are looking for a more relaxed/ 
comfortable holiday.”

Among the very small sample of 3% of respondents classified as “detractors”, giving scores of between “1” and “6” as to how likely they would be to recommend a visit to 
Cradle Mountain (n=16 in total out of 600), the reasons for their ratings have been grouped thematically, along with the comments they provided recorded verbatim below.

Other (9 mentions)

❖ “Because we could not access the mountain.”

❖ “Ticketing and the bus system needs streamlining. Too confusing.”

❖ “Access and price of entry, and accommodation.”;  “It was well organised but wasn't that amazing for the price.”

❖ “More for hikers, a small amount for visitors – e.g. displays.”

❖ “Depends who it is. If they're not into walking, I would recommend it because it's easily accessible and the rewards are great for minimal effort. If they like 
bushwalking, then I'd recommend other places because there are too many people there.”

❖ “The amount of people at Dove Lake ruined my experience.”

❖ “We can make Cradle Valley a much better tourist destination than the current situation.”

❖ “It was nice, but not as much wildlife as I expected.”
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Reasons for the Likelihood of Recommending a Visit to Cradle Mountain 
Detractors

Q. Why did you give that rating? 



Section Ten
Additional Comments about the Trip to Cradle Mountain 
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% of respondents (n=116) Q. Do you have any additional comments you would like to make 
about your recent visit to Cradle Mountain?
Q. What would you like to add?

Chart 33 – Additional Comments
(Percentage of respondents providing an additional comment)*
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*Percentages do not sum to 100 due to multiple responses being possible.

Additional Comments

“Other” comments by just n=2 or fewer respondents in each case included:

• “Helicopter noise was disruptive/ should not fly over”, “wasn’t aware of 
the Interpretation Centre/ difference from Visitor Centre”, “don’t let it get 
overcrowded/ limit visitors”, “seating/ rest stops/ places to sit and enjoy 
the view”, “pedestrian pathway between campground/ accommodation 
and Visitor Centre”, “more adherence to rules/ staying on the path”, 
“high cost”, “bus shelters”, and “more toilets/ cleanliness”.
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There were no statistically significant findings to be noted on 
comparing the responses across the population subgroups.

Some respondents chose to make further comments and provided 
further detailed insights (n=116 out of 600, or 19%). These included 
positive comments but also suggestions for improvement. 

The most common group of positive comments centred on the 
“excellent walks/ views/ facilities/ experiences” (n=24 out of 116, 
or 21%). 

The most common group of suggestions centred on the need for a 
“clearer bus ticketing system/ needed with Parks Pass/ wait times” 
(n=16 out of 116, or 14%), and the need for a “better café offering/ 
seating areas” (n=14 out of 116, or 12%).


