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EXECUTIVE SUMMARY 



CONTEXT AND OBJECTIVES 

4 

The goals of Phase 1 were to:  

Á Seek feedback on the alignment of the network 
design with these principles 

Á Identify gaps from a customer perspective 
Á Communicate the principles of the Transit 

Strategy related to network design 

CONTEXT OBJECTIVES 

Á ETS drafted a new bus network in early 2018 

Á The proposed network represents a departure from 
the current system 

Á A  necessary component of the process: understand 
perceptions and needs among ETS customers 



CONTEXT AND OBJECTIVES 
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KEY QUESTIONS INCLUDED: 

Á What are overall opinions of the bus network redesign? 

Á What are the perceived benefits of the proposed 
redesign? 

Á What are the main concerns?  

Á How does this vary across the different route types? 

Á How does this vary among different groups of citizens? 

5 



WHAT WE DID 
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PUBLIC FEEDBACK 

24 in-person workshops with 1,960 participants 

5 additional workshops with target groups (seniors, etc.)  

4,202 online surveys completed 

1,398 with City Insight Community   

484 with άLƴŦƻǊƳŜŘ ǇǳōƭƛŎέ όworkshop participants ) 

2,320 ǿƛǘƘ άhǘƘŜǊ ǇǳōƭƛŎέ όŎƛǘƛȊŜƴǎ ŀǘ large) 

 

 

55% 33% 

12% 

Other public

Insight Community

Informed public (workshops)



WHAT WE HEARD: THE STORY IN BRIEF 

1. The proposed bus network redesign is 
not very well known 
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Citizens are ƭŜŀǊƴƛƴƎ άƻƴ ǘƘŜ Ŧƭȅέ 
about the Bus Network Redesign 



WHAT WE HEARD: THE STORY IN BRIEF 

2. Citizens do see benefits to the redesign 
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Citizens agree that the proposed redesign 

increases frequency, including some 
evening and weekend service. 

Citizens agree that the proposed redesign 

offers more direct service to major 
destinations across the city. 

Citizens are particularly positive about 
frequent and crosstown routes.   



WHAT WE HEARD: THE STORY IN BRIEF 

3. They also have some concerns 
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Citizens who are losing service are very 
focused on what they are losing, not what is 
being gained 

Walking distance is a major concern 
among many citizens  

Making transfers as well as the number 
of transfers needed to reach destinations is 
a major concern among many citizens 



WHAT WE HEARD: THE STORY IN BRIEF 

3. They also have some concerns 
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Some citizens do not like feeling forced to 
take the LRT because of the proposed 
redesign 

Citizens want extended service on both 
weekdays and weekends 

Some citizens question the impact of 
their voice, as well as the likelihood of the 
redesign actually happening  



WHAT WE HEARD: THE DRILL DOWN 

11 

/ƛǘƛȊŜƴǎ ŀǊŜ ƭŜŀǊƴƛƴƎ άƻƴ ǘƘŜ Ŧƭȅέ ŀōƻǳǘ ǘƘŜ .ǳǎ bŜǘǿƻǊƪ wŜŘŜǎƛƎƴ 

 

ï Those who attend the workshops are 
ƭŜŀǊƴƛƴƎ ǘƘŀǘ άƛǘΩǎ ƴƻǘ ŀǎ ōŀŘ ŀǎ ǿŜ 
ǘƘƻǳƎƘǘέ 

 

ï The public workshops are helpful as 
a source of information, and as an 
opportunity to have a say and to be 
heard 

 

 

 

 

 

 

 

 

 

 

 

 

ï Many are finding the proposed 
changes to be reasonable and to 
άƳŀƪŜ ǎŜƴǎŜΣέ ŜǾŜƴ ƛŦ ǘƘŜȅ ŀǊŜƴΩǘ 
entirely pleased with the change 

 

 

 



WHAT WE HEARD: THE DRILL DOWN 
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Citizens agree that the proposed redesign increases frequency, including some 
evening and weekend service.  

 

ï Citizens understand that the redesign has a 
focus on increasing frequency, and are 
generally confident that the proposed 
ŎƘŀƴƎŜǎ ǿƛƭƭ ƳŜŜǘ ǳǎŜǊǎΩ ƴŜŜŘǎΦ 

 

ï There are still some concerns about shift 
workers and early and late day travel needs, 
however, in general, citizens are happy with 
the proposed changes. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



WHAT WE HEARD: THE DRILL DOWN 
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Citizens agree that the proposed redesign offers more direct service to major 
destinations across the city.  

 

ï At least three-in-five citizens surveyed agree 
that the proposed redesign connects major 
destinations across the city 

81% agree ς Insight Community Panel 

60% agree ς Informed Public 

62% agree ς Other Public 

 

 

 

 

 

>>> Moving forward the City should highlight the benefits of increased service, as 
well as the new more direct service. 



WHAT WE HEARD: THE DRILL DOWN 
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Citizens are particularly positive about the proposed frequent and crosstown 
routes.    

ï Citizens frequently associate both the 
proposed frequent and crosstown routes  
with increased frequency of service 

 

ï In regards to service, citizens most commonly 
express positive opinions on the proposed 
extensions to evening and weekend service  

 

 

 

 

 

 

 

 

 



WHAT WE HEARD: THE DRILL DOWN 
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Citizens who are losing service are very focused on what they are losing, not 
what is being gained 
 

 

Å They are very concerned with 
specific routes they are losing (82nd 
Street), and areas no longer being 
serviced (Blackburn, Cameron 
Heights, Allard) 

 

ï They see the proposed changes as a 
step backwards, or an inconvenience 
ŀƴŘ ǘƘŜȅ Řƻ ƴƻǘ ǎŜŜ Ƙƻǿ άŎǳǘǘƛƴƎ 
ǊƻǳǘŜǎέ ƛƴŎǊŜŀǎŜǎ efficiency 

 

 

>>> There will need to be a solid plan in place for these areas, as citizens 
concerns need to be addressed moving forward 



WHAT WE HEARD: THE DRILL DOWN 
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Walking distance is a major concern among many citizens 

 

ï Some have mobility issues 

 

ï Many worry about seniors, and how 
they will be able to access new 
routes 

 

ï Many do not feel safe walking the 
proposed distances at night 

 

ï Many do not feel safe walking the 
proposed distances in winter months 

 

 

 

 

 

 

 

 

 

 

 

 

 



WHAT WE HEARD: THE DRILL DOWN 
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Making transfers as, well as the number of transfers needed to reach 
destinations is a major concern among many citizens  

 

ï Particularly among the mobility 
challenged and seniors 

 

ï Citizens worry that the buses are not 
staggered correctly, making 
connections difficult or impossible if 
schedule is even a minute or two off 
όƳŜƴǘƛƻƴǎ ƻŦ 9¢{Ω ǇǊƛƻǊ ǊŜǇǳǘŀǘƛƻƴ ƻŦ 
scheduling transfers) 

 

 

 

 

 

 

 

>>> Transfer times will be a critical piece moving forward 



WHAT WE HEARD: THE DRILL DOWN 
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Some citizens do not like feeling άŦƻǊŎŜŘέ to take the LRT 

 

ï Particularly among seniors and the 
mobility issues 

 

ï The LRT can be intimidating, some 
would prefer to take a longer bus 
ride than use the LRT 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

ï Some do not feel safe on the LRT: 

 

Á Speed 

Á Being underground 

Á Steep stairs 

Á Inconsistently working elevators 

Á Lack of familiarity, experience 

Á No driver present  

 

 

>>> The City will need to have a plan in place to alleviate citizens' concerns 
regarding safety. Addressing the issue of safety relative to LRT and walking 
distances will be critical to the roll out.   



WHAT WE HEARD: THE DRILL DOWN 
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Citizens would like extended service on both weekdays, as well as weekends 

 

ï Earlier weekday service, to 
accommodate shift workers 

 (5:00am to 5:30am) 

 

ï Later (midnight) weekday service ς 
to accommodate shift workers, as 
well as entertainment purposes 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

ï Later Saturday evening service 

 

ï Earlier and more frequent Sunday 
service ς many mentions of 
inconvenience/inability to get to 
Sunday church services 

 



WHAT WE HEARD: THE DRILL DOWN 
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Some citizens question the impact of their voice, as well as the likelihood of the 
redesign actually happening   

 

ï Some citizens feel that decisions are 
already made and this engagement is 
just being done to say it has been 
done 

 

ï Some citizens feel that their opinions 
ǿƻƴΩǘ ōǊƛƴƎ ŀōƻǳǘ ŀƴȅ ŎƘŀƴƎŜ 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

ï Some ŎƛǘƛȊŜƴǎ ŀǊŜ ǘŀƪƛƴƎ ŀ άǿŀƛǘ ŀƴŘ 
ǎŜŜέ ŀǇǇǊƻŀŎƘΣ ōŜŎŀǳǎŜ ǘƘŜȅ 
question whether ETS can execute  a 
new network 

 



WHAT WE HEARD: THE DRILL DOWN 
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Across different groups of citizens, walking distances are a common concern 

 

 

ï Seniors & Winnifred Stewart clients are 
concerned about: 

ÅWalking distance (esp. in winter) 

Å Overcrowded buses 

Å LRT (safety, transferring, mobility) 

 

ï Ethnic communities need: 

Å Access to downtown services (esp. 
along 82 street and 109 street)  

ÅWalking distance 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

ï Bissell Centre is concerned about: 

Å Potential cost increases (esp. 
for homeless, low income 
population) 

ÅIŀǾƛƴƎ ǘƻ άǎǘŀǊǘ ƻǾŜǊέ ŀƴŘ 
relearn the system 

ï Riverdale community members are 
concerned about: 

ÅWalking distance (esp. άǘƘŜ 
hillέύ 

Å Having a voice in the redesign 
 

 



DhLbD Chw²!w5 ¢I9 /L¢¸ b995{ ¢hΧ 
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Have a Solid Plan for 
Loss of Service  

ωHighlight benefits of more 
direct service to major 
destinations 

Review Transfer 
Schedules/Timing 

ωHighlight increased 
frequency of service 

Create a Sense of 
Safety/Security 

(walking distance / LRT) 

ωProvide information 
regarding safety measures in 
place 



KEY FINDINGS 



PUBLIC FEEDBACK SUMMARY OF KEY FINDINGS 

Á Citizens tend to agree that the proposed bus network: 

ÁOffers frequent bus service in the inner areas of the city  
56% to 73% agree 

Á Connects major destinations across the city  
60% to 81% agree 

 

Á Citizens are divided on whether or not the proposed bus network: 

Á Is easy to understand  
46% to 61% agree 

ÁOffers a variety of services for all citizens  
40% to 65% agree 

ÁMeets various travel needs  
42% to 67% agree 

ÁMakes it easy to get from suburbs to major city destinations 
37% to 55% agree 

 

Á There are concerns that the proposed bus network: 

ÁMakes it easy to get to neighborhood destinations  
30% to 50% agree 

 

V Frequent service 
V Connects major destinations 
 
ϳ Easy to understand 
ϳ Variety of services 
ϳ Meets various needs 
ϳ Easy to get from suburbs to 

major destinations 
 
x Easy to get to neighborhood 

destinations 

24 
24 



PUBLIC FEEDBACK SUMMARY OF KEY FINDINGS 
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KEY BENEFITS / CONCERNS FROM SURVEY KEY BENEFITS / CONCERNS FROM WORKSHOPS 

Á More frequent service 

Á Better / More direct άǎǘǊŀƛƎƘǘŜǊέ routes  

Á Servicing ƴŜǿ ŀǊŜŀǎ ǿƘŜǊŜ ǘƘŜǊŜ ǿŀǎƴΩǘ ǎŜǊǾƛŎŜ 
before 

Á Crosstown routes are better for east-west travel  

Á Rapid transit is welcome 

Á More late night service 

Á άBetter than expectedέ 

Á Loss of service 

Á Still no service in new developments 

Á Walking distance  

Á Safety concerns (related to walking distance, LRT) 

Á Transfers / Connections (longer travel times, not 
confident ETS can time connections properly) 

Á /ƻƴŎŜǊƴǎ ŀōƻǳǘ ōŜƛƴƎ άŦƻǊŎŜŘ ǘƻ ǘŀƪŜ ǘƘŜ [w¢έ 

Á Concerns for others (seniors, children, etc.) 

Source: Survey, Public Workshops 

Top 3 Benefits Identified  in Survey 

More frequent service  21% to 25% 

Better / More direct routes  15% to 19% 

More efficient system 9% to 15% 

Top 3 Concerns Raised  in Survey 

Restricted accessibility  22% to 23% 

5ƻƴΩǘ ƭƛƪŜ ǘƘŜ Ǉƭŀƴ 17% to 20% 

Walking distances 17% to 29% 



PUBLIC FEEDBACK SUMMARY OF KEY FINDINGS 
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QUESTIONS FROM CITIZENS SUGGESTIONS FROM CITIZENS 

Å How is my service changing? 

Å How many buses will be running? 

Å What happens to the community buses? 

Å Will new developments get service? 

 

There were also questions about: 

Å Routes running down main arterial streets 

Å Peak hour service 

Å Express routes and schedules 

Å Take time to carefully educate the public 
ï ά.ƛƎ learning ŎǳǊǾŜέ 

ï ά¸ƻǳ ƴŜŜŘ to have ǘƘŜ ƛƴŦƻǊƳŀǘƛƻƴ ǎǘǊŀƛƎƘǘέ 

ï άLǘΩǎ ƘŀǊŘ ǘƻ ǎǘŀǊǘ ƻǾŜǊέ 

ï ά¢Ƙƛǎ ŎƻǳƭŘ be very ŎƻƴŦǳǎƛƴƎέ 

Å Route names 
ï Some citizens want to keep the naming similar (to 

make routes easy to recognize) 

ï Others believe the names should be different (to 
acknowledge that the system is completely 
different) 

Å Offer more service to multi-family developments   

Å Need better connection from Southwest to Southeast 

Å Need rapid transit on all main roads  

Å Need better connections to shopping centres and 
professional buildings  

Source: Public Workshops 

 



38% 
32% 

24% 

47% 
35% 32% 

25% 

66% 

30% 26% 20% 

61% 

Frequent Transit Network Rapid Bus Routes Crosstown Bus Routes Local Bus Routes

҈ {ǳǊǾŜȅ ǊŜǎǇƻƴŘŜƴǘǎ ǿƘƻ ŎƘƻǎŜ ǘƻ ŎƻƳƳŜƴǘ ƻƴΧ 

Insight
Community
(n=1,398)

Informed Public
(workshop)
(n=484)

Other Public
(open link)
(n=2,320)

PUBLIC FEEDBACK ON SPECIFIC ROUTE TYPES 
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CITIZENS ARE MOST INTERESTED IN GIVING THEIR  FEEDBACK ON LOCAL ROUTES 


