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CITY COUNCIL 
AGENDA REPORT 

 

Subject: LOCAL TRANSIT ROUTE RESTRUCTURE 
 
Recommendation(s) 
 
That the October 5, 2015 agenda report entitled “Local Transit Route Restructure” 
be received as information. 

 
Purpose of Report 
 
The purpose of this report is to outline the process and actions to date related to 
St. Albert Transit’s (StAT) Local Transit Route Restructure.  
 
Council Direction 
 
In 2013 Council approved the Transit Long Term Department Plan which included 
a recommendation to restructure local transit service in St. Albert.    
 
Background and Discussion 
 
St. Albert Transit operates both a local route network and a commuter route 
network into Edmonton.  While the commuter routes are well used and have a 
strong, loyal ridership, the local network is not being found to be appealing enough 
to attract new ridership to the system for reasons of frequency, reliability and travel 
time.   
 
Ridership data and customer feedback suggest that the network often falls short of 
residents’ expectations.  As a result, many transit supporters bypass use of the 
local transit network and are dependent on automobile use for all or part of the 
travel experience.   
By redesigning and restructuring the existing local transit routes, as well as the 
Transit Service Policy which guides provision of service, the City of St. Albert is 
looking to address the possible shortcomings of the existing service and ultimately 
grow overall ridership. 
 
There are a number of steps involved in the review of the local route restructure. 
The process includes data collection and analysis (which already has occurred), 
establishment of a Local Transit Route Restructuring Advisory Committee, review 
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of StAT’s service standards, development and analysis of route and service 
alternatives, leading to a recommended local route restructure.  
 
Based on the above process, implementation of the route restructure would be 
scheduled to begin in September 2016.   
 
Data Collection 
 
To provide an analytical basis for the proposed route restructuring, Transit has 
recently completed its extensive 2015 Survey and System Review to assess transit 
performance and to gauge customer satisfaction with various aspects of the 
system such as local service, commuter service, fares, and priorities for 
improvement. 
 
There are five components to the data collection project: 

• Conventional System Performance Review  which provides an objective 
record of schedule, passenger boardings and alightings, and fare media 
used( Attachment 1); 

• Conventional Passenger Satisfaction Survey ( Attachment 1); 
• Transit Driver Survey (Attachment 1); 
• Handibus Client Survey (Attachment 2); 
• Transit Non-User Survey (Attachment 3). 

 
Highlights of each of these surveys are listed below: 
 
Conventional Service Performance Review indicated: 

• Routes 201 Downtown and 203 University are the most heavily used routes, 
each accounting for 21.5% of total ridership demand. 

• On-time performance (1 minute early to 3 minutes late) was 74% (far below 
the 90% objective).   

• 78.3% of passengers use passes of some form, including U-Pass.   
 
Conventional Passenger Customer Survey: 

• 86% of respondents identified themselves as frequent or regular users. 
• 80% registered as satisfied or very satisfied with the service. 
• The top priorities for service improvements were schedule reliability (64%), 

reduced travel times through traffic measures (56%), more frequent 
commuter service (44%), and a heated shelter at St. Albert Centre (40%).   

 
Transit Driver Survey: 

• Service attributes receiving the highest satisfaction levels were adequacy of 
service during peaks (84%), and level and quality of service provided (78%). 

• Drivers were least satisfied with on-time reliability (38%), and local route 
travel time (37%). 
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Handibus Client Customer Survey: 
• 86.3% of clients are satisfied or very satisfied with the service. 
• 72.0% are satisfied or very satisfied with DATS Customer Care Centre (less 

than 5% dissatisfied). 
• 42.4% of clients are satisfied or very satisfied with available Edmonton 

destinations.  16% were neutral, and 26.4% chose not to respond to this 
question. 

• 64.8% of clients are satisfied or very satisfied with available hours of 
operation, 11.2% were neutral, and 25.6% are dissatisfied 

 
Transit Non-User Survey 

• 87% of respondents considered themselves non-users. 
• When asked to provide reasons for non-use of commuter routes, nearly half 

of respondents (47%) stated that it is inconvenient or that they prefer to use 
their own vehicle, followed by 17% who stated they do not travel to and from 
Edmonton.  

• Over half of the respondents rated the following as a big factor (ratings of 4 
or 5 out of 5) as to why they do not use St. Albert Transit, either at all or 
more frequently:  

o Freedom or independence driving (73% rated this as a big factor);  

o Level of convenience (63%);  

o Travel time (62%); and  

o Wait times (55%). 
  

• Nearly three-quarters of respondents (74%) rated St. Albert Transit as 
important to the City (ratings of 4 or 5 out of 5).  A much smaller proportion 
of respondents (15%) indicated that St. Albert Transit is important (ratings of 
4 or 5 out of 5) to their household.  

 
Local Transit Route Restructuring Advisory Committee 
 
Similar to the Handibus Advisory Committee, Administration is establishing a 
Transit Advisory Committee composed of internal and external conventional transit 
stakeholders based on the attached terms of reference (Attachment 4).  The 
mandate of this committee is to: 

• Provide feedback in improving local transit service standards 
• Provide suggestions of potential transit destination locations in St. Albert 
• Provide feedback on temporal transit routing changes (e.g.: holiday service, 

period of day service) 
• Advise and recommend changes or improvements to current service 
• Review administrative proposals and provide feedback from a transit user’s 

perspective. 
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Administration is now approaching prospective participants, both internal and 
external, to serve on this committee. 
 
Transit Service Standards  
 
Council Policy C-TS-01 Transit Services sets service standards for the provision of 
transit service in St. Albert including elements such as walking distance to a bus 
stop, hours of operation, minimum frequency of service and loading maximums. 
Since it has been ten years since these standards were approved, StAT feels this 
is an opportune time to review these service standards prior to redesigning the 
routes. With the information available from the data collection (including surveys), 
perspective/input from the advisory committee and input from Council, StAT will 
compare our service standards with others in the transit industry, and then analyze 
alternate service standards with estimated impacts on ridership and costs. 
Administration will bring forward any revisions to the service standards to Council 
prior to redesign of a recommended local route restructure. 
 
Local Transit Route Restructure Process and Scheduled Timelines 
 
Administration is proposing the following process and schedule for developing and 
implementing a restructuring of local transit routes: 
 
Data Collection Completed 
Council update of local route restricting process October 5, 2015 
Initial meeting of Local Transit Route Restructuring Advisory 
Committee 

October 2015 

Public Engagement Phase 1 – “Blank Slate” Meeting January 2016 
Service Standards Review Recommendations February 2016 
Public Engagement Phase 2 – Local Route Restructuring 
Meeting 

March 2016 

Recommended Local Route Restructure to Council April 2016 
Phase 1 Local Route Restructure September 2016 
Phase 2 Local Route Restructure September 2016 
 
 
Implications of Recommendation(s) 
 
a) Financial: 
 
The costs of completing the local route restructuring planning process are included 
in the 2015 and proposed 2016 Transit operating budget.  
 
Phase 1 implementation of the local route restructure would be the implementation 
of the deferred 2015 Growth Service Business case for service connecting at the 
St. Albert Centre Exchange. Phase 2 of the local route restructure would be 
identified as a growth business case in 2017/2018 budget depending on 
implementation of the Campbell Road Transit Centre. 
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b) Legal / Risk: 

 
N/A 

 
c) Program or Service: 

 
Approval indicates Council’s support of continued progress toward the goal of 
achieving the local transit route restructure. 
 
By not approving the recommendations of this report, Council signals its possible 
intent to withdraw support for the project, and the local route network will remain in 
its present state 

 
d) Organizational: 
 
The project team plans to recruit a number of City staff to represent their 
departments on the proposed Local Transit Route Restructuring Advisory 
Committee which will require commitment of some staff time.   
 
Alternatives and Implications Considered 
 
If Council does not wish to support the recommendation, the following alternatives 
could be considered: 
 

a) Alternative 1.  Proceed with the Restructure initiative and provide additional 
changes to the process and schedule. 

b) Alternative 2.  Discontinue the restructure initiative and maintain the local 
network in its present state.  

  
Strategic Connections 
 
• Council’s Strategic Outcomes and Priorities (See Policy C-CG-02) 

o CULTIVATE ECONOMIC PROSPERITY:  A diversified, robust and resilient 
economic foundation to support growth and community service delivery. 

o CULTIVATE SUSTAINABLE INFRASTRUCTURE AND SERVICES:  A growing 
community that has balanced development and management of civic facilities, 
transportation networks and related services. 

o CULTIVATE A SAFE, HEALTHY AND INCLUSIVE COMMUNITY:  A community 
that provides opportunities for everyone to realize their potential in a thinking, 
caring and connected way. 

 
• Long Term Plans 

o The Transit Long Term Department Plan 2013-2027 (approved 2013). 
o Transportation Master Plan (2009). 

 
• Corporate Objectives (See Corporate Business Plan) 
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o Deliver programs and services that meet or exceed our standards. 
o Exercise strong fiscal management. 
o Ensure our customers are very satisfied. 

 
• Council Policies 

• C-TS-01 Transit Services  
 

• Other Plans or Initiatives (Business Plans, Implementation Strategies, etc.) 
o In conjunction with the restructure project, Administration has begun the 

process of assessing Transit Service Policy C-TS-01.  Steps taken 
include an industry scan and a preliminary report on recommendations 
for amendments to this important policy. 

 
Attachment(s) 
 
1.  2015 Survey and System Review 
2.  City of St. Albert, St. Albert Transit, 2015 Handibus Customer Survey 
3.  2015 Transit Non-Users Research, General Population Telephone Survey, 

Final Report 
4.  Local Transit Route Restructuring Advisory Committee Terms of Reference 
 
 
Originating Department(s): Transit 
Author(s): 
General Manager Approval: 

Bob McDonald, Director of Transit 
Glenn Tompolski, General Manager 

 
City Manager Signature:   

Date: 
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Foreword 
St. Albert Transit (StAT) is the public transportation system of the City of St. Albert, Alberta, Canada. StAT 
is a mid-sized transit agency serving St. Albert’s population of 63,000. Services provided include a network 
of local routes operating within St. Albert, and a number of limited-stop and express commuter routes to key 
high-demand locations in the City of Edmonton. All assets and facilities, including the transit buses, are 
owned and maintained by the City of St. Albert. The drivers, on-road inspectors, and the drivers’ 
supervisory staff are provided and administered under contract by Diversified Transportation Ltd (DTL).  

For residents with special needs who are unable to use conventional transit due to a physical or cognitive 
disability, StAT operates Handibus, a customized door-to-door service using specially equipped buses to 
provide transportation services locally and to a select number of destinations in Edmonton. StAT has 
partnered with Edmonton Transit’s DATS service under contract to provide booking, scheduling, and 
dispatch services on behalf of Handibus. This arrangement has been in effect since October of 2014. As is 
the case for the conventional transit service, The City of St. Albert owns and maintains Handibus service, 
and DTL provides and administers the operators.  

The mandate of St. Albert Transit is to provide mobility for the citizens of St. Albert to travel within St. Albert 
and into Edmonton through the delivery of safe, reliable, equitable, convenient, and cost-effective public 
transit that is designed to meet the needs of customers. 

Moreover, St. Albert Transit is intended to meet the basic mobility needs of citizens who have no other 
transportation option and offers a viable and competitive alternative to private automobile transportation; 
especially during peak periods of travel in high demand corridors. 

1. Executive Summary 
Every three years, StAT Administration conducts a comprehensive system and customer survey that 
provides valuable data and opinion on system performance and customer satisfaction levels. The last 
survey was conducted in March of 2011. The survey scheduled for 2014 was postponed to allow for 
significant route changes to take place in accordance with the LRT extension to NAIT. This change was due 
to occur in April of 2014 and Administration chose to postpone the survey for one year to garner opinion on 
the new routes rather than on routes which were soon to be changed. Delays in the commencement of this 
LRT line continue to the time of this writing and are of an indefinite nature. Administration believed it was 
necessary to continue with the survey for 2015 and not wait for planned route changes to be implemented.   

The 2015 StAT System Survey and Performance Assessment is a comprehensive examination of 
passenger usage, service performance, and customer satisfaction levels regarding the many aspects of the 
St. Albert Transit network and operation. It consists of five components. These include: 

 On-board Ridership and Performance Survey 

 Passenger Satisfaction Survey  

 Driver Survey 

 Handibus Client Survey 

 Non-User Survey 
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The details contained in this report are based upon the following:  

 Input from 571 weekday riders who completed and submitted customer survey 
questionnaires;  

 Ridership data collected on a stop-by-stop basis over a six-week period from February to 
March 2015;  

 Questionnaire surveys mailed out registered Handibus clients; 

 Questionnaire surveys completed by Diversified drivers; 

 Unique to the 2015, a non-user phone survey conducted by Bannister Market Research. 

The objectives of the 2015 StAT System Review are: 

 To gather information and feedback through the use of customer and driver questionnaire 
forms, onboard surveys, and non-user phone surveys, to the extent that the information is a 
suitable, representative sample of transit users, and of the general population of St. Albert. 

 To identify operational issues and customer service opportunities that will be instrumental in 
short and long term transit planning and policy development, with particular emphasis 
toward a local route restructure initiative slated for 2016 and 2017. This restructure aims to 
create a local route network that provides greater connectivity within St. Albert and shorter 
more direct routes to the transit stations for transfer to the commuter routes - providing a 
competitive alternative to park and ride. 

 To develop strategies that position transit as a viable and competitive alternative to the 
automobile and to ultimately grow ridership. 

 
The key findings of the 2015 StAT review include: 
 

 Regular Customers – A majority of respondents (86%) identified themselves as frequent 
users of transit riding more than 3 days a week (or 6 trips). They use transit because it is 
more convenient than driving (21.5%), costs less than driving (18.7%), and avoids problems 
with parking availability and cost at their final destination (18.1%). Additionally, the majority 
of riders are using transit to either commute to work (66.6%) or to attend a post secondary 
institution (25.5%).  
 

 Customer Satisfaction – The majority of respondents (80%) registered satisfaction with the 
quality of transit service (42% satisfied; 38% very satisfied).  In particular, respondents are 
most satisfied with the walking distance to and from bus stops (80.4%), seat availability 
(80.4%), and frequency of service during peak hours (77.1%).  Respondents are least 
satisfied with frequency of service during non-peak hours (29%) and travel time within St. 
Albert (12%).  
 

 Customer Service – The majority of respondents registered satisfaction with safe operation 
of buses (87%), customer service received from drivers (83%), cleanliness of buses (83%), 
and availability of route and schedule information (80%). Respondents are least satisfied 
with the availability of Park & Ride spaces at SAC (26%) and VTS (25%), and the availability 
of bus shelters and benches (20%).  
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 Service Improvement Priorities – Respondents identified the following as the top priorities 
for service improvements: schedule adherence (64%), reduced travel time through traffic 
measures (56%), more frequent peak commuter service (44%), and a heated bus shelter at 
St. Albert Centre Exchange (40%). 
 

 Information services – The most used information sources are the ridestat.ca website and 
the printed Ride Guide, yet, when combined, information found on-line comprises 60.9% of 
the sources respondents are using (internet, NextBus, Google, and third-party apps).  
 

 Customer Comment & Suggestions – 71% of all respondents provided additional 
comments and suggestions on the customer survey. Of the five most common comments 
and suggestions two are positive and include satisfaction with overall service (7%) and 
driver compliments (6.5%). Three of the most common comments offer constructive criticism 
including increasing non-peak commuter service (6.4%), improving late buses (5.8%), and 
addressing the lack of availability at park and ride locations (5%). 
 

 Route Performance – Route 201 to Downtown and Route 203 to the University of Alberta 
saw the most activity during weekday service when compared to other routes, each 
accounting for 21.5% of the system’s total activity. Route 201 was also the most active 
during Saturday and Sunday services, accounting for 37.7% of weekend activity. Route A14 
was the second most active weekend service accounting for 9.1% of weekend activity; even 
though it does not operate on Sunday. 
 

 Fare Payment –The majority of StAT customers use passes and U-passes (78.3%), with 
the University of Alberta being the most common type of U-pass (59.2% of U-Pass share). 
This is consistent with both the passenger questionnaires and the on-board ridership 
surveys. 
 

 Ridership by Stop – The profiles of each route, depicting the locations where passengers 
board and get off the bus, remains consistent for the most part with the 2011 survey. Each 
individual route profile is found in Appendix C and D 
 

 On time Performance – 74% of StAT buses arrive on time or early to their timing points. On 
average, 70.4% of StAT buses arrive on time (within 3 minutes of the scheduled arrival 
time), 3.3% arrive early, and 26.3% arrive late. In addition, 93% of StAT buses depart on 
time. StAT system reliability service standards stipulate that 90% of buses shall be “on time”. 
Therefore, current performance is not meeting this service standard. 
 

 Transit Non-User Phone Survey – The key points identified as factors resulting in the non-
use of transit are: 
 

o Flexibility and convenience of using a personal vehicle, and travel and wait times.  
o Parking cost, and safety were not significant factors influencing non-use of transit. 
o Regardless of choosing to rarely use transit, non-users in fact regard StAT as a 

valuable public service. 
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2.   Introduction 
StAT conducts a comprehensive review of system performance and customer satisfaction levels every 
three years. This report presents the findings of the 2015 StAT Survey and System Review and its five 
components – the On-Board Ridership and Performance Survey (including Dial-a-Bus),  the Transit 
Customer Satisfaction Survey, the Handibus Customer Survey, the Driver Survey, and, new for 2015, the 
Non-User Telephone Survey. 

2.1    What Has Changed Since the 2011 Survey? 

Before reviewing the results of the 2015 survey, it is important that operational improvements and changes 
implemented since 2011 be highlighted and situations that can affect the results be identified. 

2.1.1    Fares 

St. Albert Transit fares have increased by roughly 18% to 25% in the four years since 2011 to reflect the 
cost of fuel, labour, and service additions and expansions. Table 1 details the increases between 2011 and 
2015.  

2.1.1.1 Cost 
Transit agencies across North America are challenged with attempting to strike the proper balance between 
the two principle sources of operating funding - the transit user and the general taxpayer.  Fare structures 
are often inconsistent as a result of this challenge.  Councils and Transit Administrations struggle to set fare 
pricing that is seen as reasonable and affordable to the general transit user or to particular target groups 
such as seniors or students, while recognizing that the general taxpayer, including non-transit users, cannot 
be expected to account for an outsized proportion of the expenses.    

A number of factors are weighed and accounted for in the decision to set pricing and to raise prices. These 
include: 

 Asking passengers to pay a fair proportion of the cost of providing the service. 
o If fares are too highly priced, the service becomes too expensive for many to use. Those 

with alternative transportation such as an automobile may migrate away from transit.  
o If the fare is too low, the general taxpayer is relied upon for a disproportionate amount of 

the overall cost of service. 
 Other considerations include: 

o Should the municipality offer discounted fare products? 
o Who is eligible for discount fares? 

 Seniors 
 Students 
 Children 
 Lower income households or individuals 
 Mobility challenged or handicapped persons 

o What should the level of discount be? 
o What are other similar or nearby transit systems rates for fare products? 

Section 8.3.6 contains a greater amount of detail regarding the rationale behind fare increases, however in 
short, the goal is to achieve between 40% and 60% of operating cost recovery through fare revenue. A 
comparison of fares in the Capital Region is shown in Appendix E. 
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Table 1 illustrates the comparison between fares in September 2011 and 2015. 

Table 1 – With the exception of HandiBus, StAT fares have increased approximately 18-25% 

 2011 2015 Change 

Local 

Cash $2.50 $3.25 30% 

Ticket (per unit) $2.00 (15 tickets) $2.40 (10 tickets) 20% 

Monthly Pass $60.00 $71.00 18% 

Commuter 

Cash (adult) $5.00 $6.00 20% 

Cash (concession) $4.00 $5.00 25% 

Ticket (per unit) $3.50 (15 tickets) $4.13 (10 tickets) 18% 

Adult Pass $95.00 $112.00 18% 

Student $84.00 $100.00 19% 

Senior $50.00 $60.00 20% 

AISH $38.00 $40.00 5% 

Handibus 

Cash (local) $5.00 $3.25 -35% 

Ticket (per unit) $5.00 (15 tickets) $2.40 -52% 

Cash (commuter) N/A $6.00 N/A 

Ticket (commuter) N/A $4.13 N/A 

2.1.1.2  U-Pass 
U-Pass is a partnership program between the Capital Region transit agencies and a number of large post-
secondary institutions. A reduced incentive-based fee for transit use is tacked onto the tuition expenses of  
students and the fee is applied universally to all registered students - whether they make use of transit or 
not.  The revenues from this fee are then distributed proportionally to the three transit partners.   
Participation in the program is voted on by the students through referenda, and voting is held each time the 
contract agreement is renewed - roughly every three years.  In 2011, the participating U-Pass institutions 
included the University of Alberta, NAIT, and MacEwan University.  In 2014, Norquest College requested 
and was granted inclusion into the U-Pass program.  Over the years, student membership in the program 
has grown incrementally to include a broader array of students such as part-time, summer, graduate, and 
post-graduate.  

2.1.2 Local Route Network 

The City of St. Albert has seen consistent growth.  In response to this, the local route network has had to 
adjust and expand accordingly. The following sections detail the changes that have been implemented 
since 2011.  
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2.1.2.1 Route A6 
For many years, Routes A4 and A5 were the principle routes serving the northwest quadrant of St. Albert. 
Service was augmented by Route A6, a peak hour route operating between 5:30 a.m. and 8:30 a.m. and 3 
p.m. and 7:15 p.m. on weekdays only. Growth in this quadrant necessitated the expansion of this route, 
both in terms of area served and hours of operation. Route A6 now serves the new communities of Ville 
Giroux, Nevada Place, and Lacombe Park Estates and operates six-days-a-week. 

2.1.2.2 Route A7/A8 
With the A6 route upgraded to full-day service, Routes A7 and A8 were removed from Langholm Drive in 
the Lacombe neighbourhood to avoid duplication.  The A7 and A8 now serve the neighbourhoods of Erin 
Ridge, Oakmont, and Inglewood exclusively and provide more direct service to and from St. Albert Centre 
Exchange. 

2.1.2.3 Route A21 
The development of St. Albert’s popular Enjoy Centre in the southern portion of Riel Business Park 
prompted the extension of Route A21 from its previous terminus loop on Renault Crescent to a new 
temporary transit turnaround loop south of the Enjoy Centre.  Bus stops were also placed adjacent to the 
Enjoy Centre.  The A21 now services this important destination during the a.m. and p.m. peak periods.   

2.1.2.4 Route A14 
This route serves as St. Albert Transit’s principle north-south main line route.  In 2014, it was extended 
northward to serve the new Costco commercial area and the adjacent medium density residential district of 
Erin Ridge North.  

2.1.3 Technological Advancements 

StAT’s scheduling program, known as Sched21, was acquired and implemented in 2010/2011. It allowed for 
the creation of General Transit Feed Specification (GTFS) files. GTFS files are a commonly used digital 
data and mapping platform adopted by most customer-information transit app developers, including Google 
and Bing.  It is the basis for most transit planning and real time data programs and applications available to 
the public. 

As a result of having this capability, St. Albert Transit was able to place schedules and route details on 
Google Transit, the most common online transit scheduling tool in use today.  In addition, the same files, 
paired with StAT`s on-board GPS equipment, facilitated the introduction of real time bus arrival information 
through smart phone or personal computer - commonly known as NextBus.  St. Albert Transit was the first 
agency in Alberta to offer real time bus arrival information to its ridership.  

Leading into 2015, StAT has been approached by a number of third-party app developers to use the GTFS 
data to enhance their own apps, to integrate more transit systems, and expand the scope of information 
available to customers.   

Google Transit, NextBus, and third-party apps were not available in 2011 and together these technologies 
provide an entirely new level of information to the regular and occasional transit user.  It was regarded as 
critical that the 2015 survey garner feedback and satisfaction levels pertaining to these innovations. 

2.1.4 Statutory Holiday Service 

In 2011, St. Albert Transit did not operate on statutory holidays.  In response to consistent requests from 
our ridership, particularly from employees of businesses that were open on these days, statutory holiday 
service was introduced.  It was reflective of typical Sunday service but with an earlier start time.  Statutory 
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holiday service was introduced on Family Day 2014, and consisted of a Route 201 commuter bus into 
Edmonton and two supporting local Dial-A-Bus routes.  This represented the addition of 10 extra days of 
service, including a “modified schedule” for Easter Monday - a hybrid of weekday and Saturday service.  As 
of June 2015, the only two days that StAT does not operate service are Christmas Day and New Years 
Day. The new statutory holiday service was analyzed in the 2015 survey. 

2.1 StAT System Review Methodology 
The 2015 StAT Survey and System Review consists of 5 components, as illustrated in Figure 1. The 
Onboard Ridership and Performance Survey measures passenger usage and schedule reliability 
performance.  It is a series of data collected and recorded by on-board surveyors and does not involve 
interaction with customers.  It is an observation of passenger loads, boardings and alightings, bus arrival 
times, and fare product used. The Conventional Transit Customer Survey and the Handibus Customer 
Survey are the components that do involve passenger interaction.  The feedback provided is used to 
assess levels of satisfaction with various aspects of the service and to identify service improvement 
priorities. The Driver Survey evaluates both performance satisfaction and job satisfaction including personal 
safety. The Non-User Survey seeks the input of residents who do not use transit and attempts to identify 
factors that influence this choice and potential improvements that might encourage them to try transit. 

 

Figure 1 – The 2015 StAT System Survey is a comprehensive assessment of performance and customer 
satisfaction that attempts to include every group impacted by public transit in St. Albert. 

2.2 Survey Objectives 
The various components of the 2015 Transit Survey and System Review enable Administration to identify 
StAT user demographics, travel behaviours and patterns, user perceptions, customer needs and 
expectations, and to assess the performance of the StAT system. This analysis offers the means to 
measure and evaluate customer perceptions and identify service improvement priorities.  The information is 
a valuable tool in planning future transit services for the City of St. Albert.  

The objectives of the five components of the overall survey project are as follows: 

2.2.1 On-Board Ridership and Performance Survey 

 To compare current service levels with the approved service standards and performance measures; 

 To monitor travel time, schedule adherence, and load capacity; 
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 To assess passenger demand and ridership by stop; 

 To determine trip origin and destination; 

 To identify method of payment;  

 To track changes and trends for long-term planning. 

2.2.2  Conventional Transit Customer Survey  

 To identify travel patterns and behaviours of transit users; 

 To assess users’ perceptions of service performance; 

 To measure customer satisfaction with various elements of service; 

 To identify and prioritize areas for service improvement; 

 To evaluate the effectiveness of information services; 

 To determine the desire for new destinations. 
 

2.2.3 Handibus Customer Survey 

 To identify travel patterns and behaviours of Handibus clients; 

 To identify and prioritize areas for service improvement; 

 To evaluate the effectiveness of information services; 

 To examine customer service performance . 

 

2.2.4 Driver Survey 

 To assess driver satisfaction regarding travel times and schedules; 

 To measure driver confidence that passengers are able to make connections; 

 To evaluate bus comfort level; 

 To identify priorities for service improvement; 

 To measure driver perception of personal safety. 

2.2.5 Non-User Survey 

 To poll a representative sampling of citizens of St. Albert who do NOT use transit in an effort to 
identify the reasons that influence their choice of travel options. 

3. On Board Ridership and Performance Survey 
The On-board Ridership and Performance Survey was conducted from February 16, 2015 to March 28, 
2015.  During this six-week period, approximately 560 hours of operation were surveyed by a team of six 
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transit surveyors who rode, observed, and recorded data on every trip of every route operated by St. Albert 
Transit - including weekdays, weekends, and holidays. The Onboard Survey provides a comprehensive 
picture of StAT service performance including locations where passengers board and alight, which routes 
are used most heavily, what method of fare payment is most frequently used, and levels of schedule 
adherence.  Figure 2 illustrates the information collected by the onboard surveyors. A sample sheet used by 
the StAT On-board Surveyors is provided in Appendix I. 

  

Figure 2 - The onboard surveyors observe, time, and record various operational and usage details. This 
component of the system survey does not involve customer interaction or feedback. 

Data collected during the On-Board Ridership Survey will provide the following information: 

 On-time Performance – An assessment of schedule adherence. This component of the survey is a 
record of the actual travel time of the route and how it compares to the published schedule. A bus 
was considered to be ‘early’ if it arrived at or departed from key locations along the route called 
“timing points” more than one minute before the scheduled time. A bus was considered to be ‘late’ if 
it arrived at or departed from a timing point more than three minutes after the scheduled time.  

 Passenger Demand – The total number of passengers that ride each trip of each route. 
 Ridership by Stop – A record of passenger boardings and alightings at each stop along each 

route. Usage profiles of this nature are a valuable tool in assessing the effectiveness of the route 
alignment, and identifying potential bus bench and shelter locations.   

 Fare Media Used – How the rider pays for their trip. 

3.2. Ridership and Demand  
The total number of boardings and alightings by weekday route is illustrated in Table 2.  Weekday usage 
accounts for approximately 78% of total ridership on the StAT system.  During the period the survey was 
conducted, Route 201 Downtown via Kingsway saw the highest demand, accounting for 26.2% of the 
system’s total boarding activity. The routes with the next highest levels of demand are Route 203 - 
University (18.0%), followed by Route 209 – Government Centre via NAIT (6.4%). These three routes are 
the backbone of St. Albert Transit’s transit network and are expected to continue to carry the majority of 
system ridership since they service either downtown Edmonton, or the major post secondary institutions, or 
both.  

The data shows that there has been an increase in demand for weekday service since the last system 
survey. Between 2011 and 2015, weekday ridership increased by a margin of 7.8% (from 7337 boardings in 
2011 to 7909 in 2015). The 2010 St. Albert Census reveals that St. Albert’s population has increased by 
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3.7% between 2012 and 2014. This shows that the number of St. Albert riders has increased at a greater 
rate than the population growth of the city. 

3.2.1. Rides per Day 

In Table 2, it can be seen that Route 201 accommodates the most rides on any particular day.  This is to be 
expected given that it operates the most hours, and services both the downtown and MacEwan University. 
Routes A2, A3, A10, A12, A13, and A21 experienced lower overall ridership numbers due to the fact that 
they operate only during peak-hours on weekdays. 

Table 2 – Number of riders per route by level of service. 

Number of Runs 

Route  Weekday  Saturday  Sunday  Stat  Total 

201  1706  435  225  290  2656 

202  505  ‐  ‐  ‐  505 

203  1704  120  ‐  ‐  1824 

204  362  ‐  ‐  ‐  362 

205  232  160  ‐  ‐  392 

208  198  ‐  ‐  ‐  198 

209  649  ‐  ‐  ‐  649 

211  169  ‐  ‐  ‐  169 

A1  171  84  ‐  ‐  255 

A2  49  ‐  ‐  ‐  49 

A3  68  ‐  ‐  ‐  68 

A4  191  48  ‐  ‐  239 

A5  220  35  ‐  ‐  255 

A6  349  60  ‐  ‐  409 

A7  123  18  ‐  ‐  141 

A8  139  37  ‐  ‐  176 

A9  223  37  ‐  ‐  260 

A10  110  ‐  ‐  ‐  110 

A11  207  101  ‐  ‐  308 

A12  92  ‐  ‐  ‐  92 

A13  97  ‐  ‐  ‐  97 

A14  246  159  ‐  ‐  405 

A15  36  55  77  105  273 

A16  30  31  68  81  210 
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A21  33  ‐  ‐  33 

Sum  7909  1380  370  476  10135 

Regular Week  41295 

Week with Stat Holiday  33862 

 

In Figure 3, it is apparent that weekday ridership comprises the bulk of StAT’s ridership, however the 
amount of ridership on Saturday, Sunday, and StAT holidays is appreciable given the reduced number of 
available routes and reduced hours of service. 
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Figure 3 - The majority of StAT's riders use transit on weekdays 

3.2.2. Passenger Boardings Per Hour By Route and Day 

As stipulated in the StAT Service Standards Policy C-TS-01 (Attachment D), a route is considered to be 
meeting a sufficient level of ridership demand if it achieves a minimum of 10 passenger boardings per 
service hour. If demand is higher than this, a route can be considered a candidate for service addition.  
Below, and it is a candidate for reduction. There are exceptions to this.  The standard does not apply to 
Dial-A-Bus (Routes A15 and A16) since it is already a cost effective and minimal level of service to 
transport riders during low demand periods.  Table 3 shows the results for four service days. 

Table 3 – Passenger Boardings per Hour by Route and Service Day 

Passenger Boardings per Hour 

Route  Weekday  Saturday  Sunday  Stat 

201  39.8  25.0  22.3  24.3 

202  29.9  ‐  ‐  ‐ 

203  43.2  16.4  ‐  ‐ 

204  41.7  ‐  ‐  ‐ 

205  21.2  21.3  ‐  ‐ 

208  36.3  ‐  ‐  ‐ 

209  46.1  ‐  ‐  ‐ 

211  54.2  ‐  ‐  ‐ 

A1  12.3  8.1  ‐  ‐ 

A2  19.9  ‐  ‐  ‐ 

A3  24.1  ‐  ‐  ‐ 

A4  19.3  7.6  ‐  ‐ 

A5  27.4  5.0  ‐  ‐ 

A6  15.6  4.6  ‐  ‐ 

A7  15.7  2.7  ‐  ‐ 

A8  18.8  6.8  ‐  ‐ 

A9  13.9  3.0  ‐  ‐ 

A10  14.1  ‐  ‐  ‐ 

A11  17.5  8.1  ‐  ‐ 

A12  25.4  ‐  ‐  ‐ 

A13  36.1  ‐  ‐  ‐ 

A14  13.6  12.6  ‐  ‐ 

A15  6.2  10.2  7.1  8.6 
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A16  4.9  9.7  7.4  6.9 

A21  8.8  ‐  ‐  ‐ 

Overall 
System 
Average 

27.1  10.8  12.3  13.3 

3.3. On-time Performance 
The compiled data allowed for the assessment of individual routes, and of the system as a whole, with 
respect to the critical attributes of on-time performance and schedule adherence.  These measures are the 
indicators of reliability, and reliability is the hallmark of any transit operation and is the principle factor that 
contributes to ridership retention and growth.  Reliability empowers both the passenger and the transit 
agency. It empowers the passengers by instilling confidence that service will be available at the scheduled 
time.  It empowers the agency to retain existing ridership and to promote and market the service with the 
aim of growing ridership.  

This section details each route’s scheduled travel time and the actual average travel time as recorded by 
the surveyors.  In accordance with the Service Standards Policy, a bus is considered to be “early” if it 
arrives at a timing point more than one minute prior to the scheduled time and late if arriving or departing 
more than 3 minutes past the published schedule time. 

3.3.1 On-Time Performance – Nextbus Statistics 

On time performance can now be assessed using two data sources – the On-Board Survey information and 
Nextbus Real Time GPS statistics.  Nextbus technology was not available during the last survey.  The on-
time performance of individual routes, and of the system as a whole, are illustrated in Table 4.  The data 
collected shows that 61% (down from 79% in 2011) of all StAT buses arrive on-time or early.  On average, 
50% (down from 75% in 2011) of StAT buses arrive on-time, 11% arrive early (up from 4% in 2011), and 
39% arrive late (up from 22% in 2011).  Since 2011, 25% more buses are arriving late to their timing points.  
Of the commuter buses, all but Route 204 have seen an increase in late buses of at least 10% since 2011. 
Of the local buses, all but Routes A6 and A7 have seen adherence decreases of at least 10% since 2011.  

Route 208 is the best performing commuter route as it is the only route that is on-time or early at least 75% 
of the time. The worst performing commuter routes are 201 and 203, which are late 55% of the time. 

Note: St. Albert Transit is unique among many transit agencies in Alberta in that headways (time 
intervals between buses) are managed by an on-road inspector through the use real-time GPS 
tracking. One of the principle functions of the inspector is to manage connections and transfers 
at the transit centres.  If they see that a bus will miss a scheduled connection by a short 
timeframe, they may hold other buses at the transfer point to facilitate the connection. Facilitating 
transfers between buses has become an expectation of StAT’s customers, and unforeseen 
delays require careful management of bus movements that can only be provided by the on-road 
inspector using this available technology.  As a result, the statistics may show undesirable 
schedule adherence when in fact this is a result of maintaining transfer connections – 
contributing to overall system coordination and customer satisfaction. 
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Routes A7, and A21 are the best performing local routes in terms of schedule adherence as they are all on-
time or early at least 80% of the time. The worst performing local routes are Route A8 and A12, which is 
late 58% and 54% of the time, respectively. 

Table 4 – Schedule adherence 

2015  2011  2011/2015 

Percent of Timepoints  Percent of Timepoints 
% Change 

Route  Early  On Time  Late  Early  On Time  Late 

201  11%  43%  46%  5%  66%  29%  ‐6%  23%  ‐18% 

202  10%  46%  44%  4%  69%  28%  ‐7%  23%  ‐17% 

203  8%  47%  45%  10%  74%  17%  2%  27%  ‐28% 

204  14%  51%  35%  18%  56%  26%  4%  5%  ‐9% 

205  8%  55%  37%  3%  81%  17%  ‐5%  26%  ‐21% 

208  38%  37%  25%  3%  90%  8%  ‐36%  53%  ‐17% 

209  17%  47%  36%  3%  77%  21%  ‐15%  30%  ‐16% 

211  21%  40%  39%  0%  85%  15%  ‐21%  45%  ‐24% 

A1  15%  58%  27%  1%  91%  9%  ‐15%  33%  ‐18% 

A2  5%  69%  26%  0%  99%  2%  ‐5%  30%  ‐25% 

A3  17%  45%  38%  2%  82%  17%  ‐16%  37%  ‐22% 

A4  4%  45%  50%  0%  67%  34%  ‐4%  22%  ‐17% 

A5  10%  45%  46%  2%  84%  15%  ‐8%  39%  ‐32% 

A6  18%  61%  22%  2%  84%  15%  ‐17%  23%  ‐7% 

A7  11%  74%  15%  1%  83%  18%  ‐11%  9%  3% 

A8  4%  38%  58%  0%  80%  20%  ‐4%  42%  ‐38% 

A9  7%  50%  42%  1%  87%  13%  ‐6%  37%  ‐30% 

A10  6%  44%  49%  1%  82%  17%  ‐5%  38%  ‐32% 

A11  4%  51%  45%  1%  89%  11%  ‐4%  38%  ‐34% 

A12  4%  43%  54%  0%  78%  22%  ‐4%  35%  ‐32% 

A13  12%  42%  46%  0%  73%  27%  ‐12%  31%  ‐19% 

A14  16%  56%  28%  2%  89%  9%  ‐14%  33%  ‐19% 

A21  25%  56%  19%  0%  100%  0%  ‐25%  44%  ‐19% 

Totals:  11%  50%  39%  2%  81%  17%  ‐10%  31%  ‐21% 

61%  39%  83%  17% 

3.3.1. On-Time Performance – On-Board Surveyor Data 

In addition, the data from the surveyors was also analyzed and can be considered as a sample. The data 
collected shows 70% of buses arriving on time, 3% arriving early, and 26% arriving late. 

These statistics paint an unfavourable picture of St. Albert Transit’s performance in terms system reliability 
and must form the cornerstone of future service and scheduling improvements.  Travel time, both in 
Edmonton and within St. Albert itself, has experienced significant challenges since the last survey – due to 
growing overall levels of traffic congestion, and unprecedented levels of construction, particularly in 
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downtown Edmonton.  Delays in travel times can often carry with them ripple effects that continue to impact 
downstream trips for extended periods of the day.  For example, a late running 201 can impact the locals 
are that being held to facilitate transfers, and those locals are now delayed for the start of their next 
assigned trips, and so on.  The same 201 departing back to Edmonton may already be late before its trip 
has begun.   

Facilitating transfers is critical to achieving overall system usability and to ensure passengers are 
accommodated from origin to destination, but it is of principle importance to address issues of delay as 
capably and reasonably as possible within the constraints of fleet availability and operating funding.  As 
stated previously, reliability is the most critical component of any transit system.  Reliability leads to public 
confidence in the system and is the performance factor that will have the greatest impact on a system’s 
ability to retain existing passengers and to encourage new ridership. 

3.4. Method of Payment 
The surveyors recorded information on type of fare media used by customers boarding a StAT bus. Figure 
4 shows that 84% of weekday passengers hold some kind of transit pass, including U-Pass. This is a 
positive sign that the vast majority of weekday StAT customers are committed riders.  

Methods of payment are identified by weekday, Saturday, Sunday, and Statutory Holidays, including all 
Dial-A-Bus, in Figures 4 to 6. 

3.4.1. Method of Payment Weekdays 

On Weekdays, almost half of passengers boarding St. Albert Transit utilize the U-Pass method of fare 
payment. Monthly passes of various types where used 40% of the time, as shown in Figure 4. 

 

Figure 4 – Method of fare payment on weekdays. 

3.4.2. Method of Payment Saturdays 

On Saturdays, pass holders make up the majority of riders on StAT as shown in Figure 5. 
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Figure 5 – Method of fare payment on Saturdays. 

3.4.3. Method of Payment Sundays 

Over half of the ridership on Sundays used the monthly pass as their form of fare payment shown in Figure 
6. 

 

Figure 6 – Method of fare payment on Sundays. 

3.4.4. Method of Payment Statutory Holidays 

Similarly, over half of the ridership on statutory holidays used the monthly pass as their form of fare 
payment (Figure 7). 
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Figure 7 – Method of fare payment on Statutory Holidays. 

3.5. Ridership by Stop (Boardings/Alightings) 
On-Board Surveyors collected data showing numbers of boardings and alightings at each bus stop in St. 
Albert and in Edmonton serviced by the particular route they were riding. The top boarding and alighting 
stops are shown in   
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Table 5and  
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Table 6, while the totals of all stops are shown in Appendices A and B. This data includes weekday, 
Saturday, Sunday, Stat Holidays, and Dial-A-Bus for all service levels.  In addition, the bus stops at St. 
Albert Centre and Village Transit Station have been excluded since they are the key transfer points and 
undoubtedly the busiest stops in the system.   

  

Attachment 1



City of St. Albert 

St. Albert Transit 2015 Survey and System Review Final Report 

 23 

Table 5- The top 10 boarding bus stops in St. Albert and Edmonton 

Rank City Stop # Name # of Boardings Percentage Share 

1 

S
t. 

A
lb

er
t 

0917 Gloucester Dr./Gervais Rd 74 0.73 

2 0925 Save-On-Foods North 63 0.62 

3 0315 Abbey Cr./Arlington Dr. 48 0.47 

4 0919 Gloucester Dr./Gervais Rd. 46 0.45 

5 341 Corriveau Ave./Carnegie Dr. 31 0.30 

6 505 Sturgeon Hospital/Boudreau Rd. 28 0.28 

7 0108 Nicola Rd./North Ridge Dr. 22 0.22 

8 0321 Attwood Dr./Arlington Dr. 22 0.22 

9 0250 Element Dr. N/Costco 21 0.21 

10 0313 AKINS DRIVE / ACORN CRES. 21 0.21 

1 

E
dm

on
to

n 

2636 University of Alberta TC 833 8.19 

2 1989 MacEwan University (WB) 367 3.61 

3 1763 102 Ave / 100 St 265 2.61 

4 1227 NAIT (NB) 182 1.79 

5 5011 West Edmonton Mall TC 176 1.73 

6 1756 102 Av / 97 St 139 1.37 

7 1868  127 1.25 

8 1898 102 Ave./107 St. 125 1.23 

9 2749 87 Avenue/114 Street (WB) 103 1.01 

10 5206 Westmount TC (NB) 91 0.89 
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Table 6 - The top 10 alighting bus stops in St. Albert and Edmonton 

Rank City Stop # Name # of Alightings Percentage Share 

1 

S
t. 

A
lb

er
t 

0915 Gervais Rd./St. Albert Trail 166  1.67% 

2 0909 Sturgeon Hospital (EB) 60  0.60% 

3 0925 Save-On-Foods North 53  0.53% 

4 0841 Erin Ridge Rd./Euston Pl. 36  0.36% 

5 0331 Arlington Dr./Akins Dr 31  0.31% 

6 0899 St. Albert Trail/Inglewood Dr. 31  0.31% 

7 0250 Element Dr. N/Costco 22  0.22% 

8 0037 Grosvenor Blvd./Granite Av. 20  0.20% 

9 0341 Carnegie Dr./Corriveau Av. 20  0.20% 

10 0055 SWC Ave/Gatewood Ave. 19  0.19% 

1 

E
dm

on
to

n 

2636 University of Alberta TC 752  7.54% 

2 1824 MacEwan (EB) 294  2.95% 

3 1763 102 Ave / 100 St 249  2.50% 

4 1756 102 Av / 97 St 221  2.22% 

5 1223 106 St / 117 Ave 195  1.96% 

6 2844 87 Avenue/114 Street (EB) 175  1.76% 

7 5206 Westmount TC (NB) 153  1.53% 

8 5011 West Edmonton Mall TC 137  1.37% 

9 1104 Kingsway / RAH TC 126  1.26% 

10 6673 St. Albert Trail / 137 Ave 110  1.10% 

3.6. Dial-a-bus 
Dial-a-bus is a cost-effective way to provide as-needed transit service during low demand periods.  Dial-a-
bus operates on each day that StAT operates and is used as the local service provider working in 
conjunction with commuter Routes 201 and 203.  It adheres to a timed schedule, but does not follow a fixed 
route.  Lines of travel are flexible according to where passengers wish to be dropped off and picked up. The 
operator creates ad hoc route each hour to accommodate the called-for pick ups and drop offs.  It is 
important that each circuit of travel take no more than 50 minutes. This permits the driver to return to Village 
Transit Station and allow for a ten minute window for passengers to call and book pick-ups. Passengers 
wishing to be picked up in St. Albert and driven to Village Transit Centre must phone the driver during a 
prescribed portion of each hour. Passengers arriving from Edmonton and requiring travel to a St. Albert 
destination simply board the Dial-a-Bus at VTS and tell the driver where they wish to go.   

On weekdays and Saturdays, Dial-a-bus is an evening service operating until the last commuter has arrived 
in St. Albert.  On Sundays and Statutory Holidays, Dial-a-bus operates one hour before the first commuter 
departs and one hour after the last commuter has arrived. 
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Depending on the service level, there are up to three Dial-a-buses in simultaneous operation - the A14, A15 
(east), and A16 (west).  The A15 consistently sees more demand during all service levels as seen in Table 
7. 

Data collection for the statutory holiday service level was conducted on Family Day, February 16, 2015. 
Weekday, Saturday, and Sunday service levels were surveyed between February 24 and March 29, 2015. 

Table 7 – Dial-a-bus Passengers by Route and by Day 

Route  Weekday  Saturday  Sunday  Stat Holiday  Overall 

A14  37  0  0  0  37 

A15  36  55  77  105  273 

A16  30  31  68  81  210 

Sum  103  86  145  186  520 

3.6.1. Travel Times on Dial-A-Bus 

Dial-a-bus has proven to be an effective way to get passengers to their destinations because average trip 
time is less than 15 minutes as shown in Table 8. 

Table 8 – Dial-a-bus Travel Time in Minutes 

Dial‐a‐bus Travel Time in Minutes 

Weekday  Saturday  Sunday  Stat Holiday  Overall 

Min  02:00  01:00  03:00  01:00  01:00 

25%  08:00  06:15  07:00  08:00  07:00 

Avg  14:00  12:30  13:00  13:00  13:00 

75%  21:30  20:45  22:00  20:00  21:00 

Max  41:00  37:00  47:00  54:00  54:00 

3.6.2. Method of Payment Dial-A-Bus 

During the course of the survey, many of the customers were regular and well-known to the drivers and 
utilized some form of monthly pass, as reflected in Figure 8.  
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Figure 8 – Dial-a-bus Preferred Method of Payment 

3.6.3. Travel Patterns on Dial-A-Bus 

Dial-A-Bus serves a different demographic on each service day. On Weekday and Saturday evenings, Dial-
A-Bus is mostly used as a means of transport for taking commuters arriving from Edmonton to various 
locations in St. Albert. There are local pickups as well but they are small in number relative to VTS transfers 
from Edmonton. 

On Sundays and Stat Holidays, Dial-A-Bus is used more so for travel within St. Albert, but travel to and from 
VTS is also substantial since no local fixed routes are in operation on these two days. 

3.6.3.1. Weekday 
The Dial-a-bus service on weekdays starts at 6:45 p.m. and runs until 10:45 p.m. when the last pickups 
within St. Albert are carried out. There are two final drop-offs to take incoming passengers home from 
Edmonton on the 11:45 p.m. and 12:45 a.m. arrivals.  Route A14 is unique in that it operates as a semi 
fixed-route service operating on a fixed route between VTS and Sturgeon Hospital.  From here it reverts to 
the typical ad hoc nature of Dial-a-Bus, serving Deer Ridge and Oakmont, then proceeds to Save-On-Foods 
North and departs at a scheduled time, on a fixed route basis, back to VTS. 

Weekday evening Dial-a-bus service is primarily geared towards taking passengers from VTS to their local 
destinations at the end of the day. On the dates surveyed, Dial-a-Bus provided 103 rides during its 
operating period to destinations throughout St. Albert.  During evening weekday Dial-a-bus service, there 
were eight local-to-local trips provided, and seven local-to-VTS, presumably to board the 201 or 203 to 
Edmonton. 

3.6.3.2. Saturday 
Saturday Dial-a-Bus service starts at 6:45 p.m. and operates as late as weekday service with the same 
intent to take passengers to their destinations after fixed-route service has ceased operation. The results 
were similar with the same trend of dispersing customers from VTS to their destinations throughout St. 
Albert (55 rides). 

The results within St. Albert show a striking trend of the two top destinations being the employment areas in 
Campbell Business Park and the commercial area surrounding Save-On-Foods North. From Campbell 
Business Park there were three trips to St. Albert Centre and two to Akinsdale. From Save On-Foods North, 
there were three trips to St. Albert Centre and two elsewhere in St. Albert. 
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Saturday evening saw a trend of trips also travelling down the middle of St. Albert via St. Albert Trail where 
nine passengers travelled to VTS either from Save-On-Foods North or St. Albert Centre. 

During Saturday evening, 86 passengers boarded one of the two Dial-a-buses to their destinations. 

3.6.3.3. Sunday 
During Sunday service, two Dial-a-buses, the A15 and A16, operate in conjunction with commuter Route 
201. During the survey period, 145 rides were recorded on the Dial-a-Buses. Trips from VTS to local 
destinations in St. Albert revealed no distinct pattern and were provided to almost every neighbourhood. 
However, for requested trips wholly within St. Albert, four origin/destinations stood out. These were 
Campbell Business Park, Save-On-Foods North, St. Albert Centre, and the corner of Sir Winston Churchill 
and Gainsborough in Grandin. There a notable number of trips to Akinsdale and St. Albert Centre from 
Campbell Business Park (18 rides). 

Many of the trips to VTS, presumably to connect with a commuter bus, originated from Deer Ridge, 
Lacombe, Save-On-Foods North, and Ville Giroux. 

3.6.3.4. Statutory Holiday Service 
Statutory Holiday service is new and at the time of the survey it had been exactly one year since its 
introduction. The daily ridership of 186 actually proved to be higher than Sunday albeit holiday service starts 
two hours earlier than typical Sunday service. 

The plotted map demonstrated that the A15 and A16 buses take passengers from VTS to almost every 
neighbourhood in St. Albert and inversely from every neighbourhood in St. Albert to VTS. Popular origins 
and destinations are Akinsdale, St. Albert Centre, Campbell Business Park and Save-On-Foods North. The 
line of travel connecting Save-On-Foods North, St. Albert Centre, and VTS proved to be a common travel 
pattern during this service period. 

4. Customer Survey Findings and Performance Satisfaction 

The Customer Survey component of the system review aimed to identify and examine the following: 

 rider demographics (gender, occupation, income, age); 

 geographical analysis (where customers reside, top destinations); 

 behavioural analysis (purpose of their trip, reasons for using transit); 

 level of customer satisfaction with various components of the operation. 

4.1.   Customer Survey Methodology 
The 2015 Weekday Passenger Survey was conducted Wednesday, March 18, and Thursday, March 19, 
2015.  Bus operators distributed paper surveys to be completed by passengers during their transit journey, 
with the intent to have the survey filled out to reflect their specific trip that day. Passengers were at liberty to 
take the survey home and return the completed questionnaire to a box at the front of every StAT bus. 930 
copies of the questionnaire were distributed and 571 were completed and returned - a response rate of 
61.4%.  The survey asked 23 questions in an effort to highlight the issues and priorities important to 
customers and to evaluate how StAT is meeting their needs. Figure 9 shows a summary of the survey 
topics. A copy of the Passenger Survey is provided in Appendix G. 
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Figure 9 – Customer Survey topics 

Table 9 shows the results of the survey distribution. There was a 61.4% response rate to the Weekday 
Customer Survey - considered a very high rate of return.  Surveys were also distributed on a Saturday, 
Sunday, and a Statutory Holiday. It should be noted, however, that passengers may have filled out a 
questionnaire on these three days but geared their responses to the weekday service. Furthermore, the 
response rate for the non-weekday service was significantly lower at 18%. It is therefore uncertain that the 
data provides an adequate representative sample of opinion in regard to the weekend and holiday service. 

Table 9- Passenger questionnaire response rate 

Survey Distribution Summary - Weekdays 

Surveys Printed 1500 

# Of Surveys Handed Out 930 

# Of Surveys Not Handed Out 570 

Total Surveys Returned 571 

RESPONSE RATE 61.4% 

 

In order to allow for comparisons with previous surveys conducted by St. Albert Transit, the 2015 survey 
was similar in structure and context to those of 2005, 2008, and 2011.  Each of those was modeled on the 
1994 Customer Satisfaction Survey designed by Dan Levy of Sypher Mueller International Inc. However, 
some of the survey questions were updated to reflect the technology options and levels of service which 
were not available during the previous surveys. 
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4.2. Respondent Profile 
Table 10 provides a demographic profile of survey respondents from 2015, 2011, and 2008. These statistics 
establish transit user characteristics - in particular, age, gender, personal income, and origin and destination 
patterns.  The data is useful in its ability to establish a profile of transit customers. 

Table 10 - Demographic Profile of Survey Respondents based on the Weekday Passenger Survey 

Demographic Profile of Survey Respondents 

Characteristics Description 

% of Respondents 

2015 

( n = 571) 

2011 

( n = 703) 

2008 

(n = 946) 

Gender 

Male 28 32 38 

Female 68 65 60 

No Response 4 3 2 

Total 100 100 100 

Age 

Under 15 0.36 0.1 0.2 

15 to 19 10.3 13 16 

20 to 29 22.6 35 32 

30 to 39 10.7 9 10 

40 to 49 13.5 15 16 

50 to 59 26.8 17 18 

60 and Over 12.4 7 6 

No Response 3.33 3 1 

Total 100 100 100 

 

The following charts provide further detail of the demographic composition and travel habits of StAT’s 
ridership.  A majority of StAT’s riders are female (68%) (Figure 10).  Most are employed full-time or enrolled 
full-time as a student (Figure 13).   

The data shows a marked variation in Occupation Status from the last survey conducted in 2011.  In 2011, 
roughly 50% of riders were employed full time, less than 1% employed part time, and 38% were full time 
students.  In 2015, 61% were employed full time, 7% part time, and 21% were full time students.  This shift 
is also evident in the age distribution of respondents; with a noted decrease in younger-aged respondents 
countered by an increase in the 50-59 year old demographic.  The trend is not supported by the conflicting 
data gathered from the performance survey shows that 44% of passengers utilized the U-Pass form of fare 
payment.  There is evidence in this survey and others conducted by the City of St. Albert that the 50-59 age 
group was more receptive to completing surveys than the student-aged groups. The data in Figure 11 
demonstrates that most respondents who use StAT are either in the 20-29 or 50-59 age demographics.  
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Figure 10 - Historically the majority of StAT's ridership base has been female. 

 

Figure 11 - The data shows a bi-modal distribution with most passengers being in their 20's or 50's. 

In addition, there is a disparity in certain age demographics in terms of percentage of respondents when 
StAT respondents and the St. Albert Census are compared. Figure 12 shows that a higher portion of the 
population use StAT in the 20-29 and 50-59 ranges as compared to the proportion of residents in the City of 
St. Albert. It should be noted that the 16% in the less than 15 years of age demographic would not be a 
likely respondent in the StAT survey. 
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Figure 12 – A comparison between age demographic percentages of St. Albert residents and customers who 
use St. Albert Transit. 

4.3. Customer Income, Employment, and Areas of Employment 

 

Figure 13 - The majority of StAT's customers are employed full time (60%) and there has been a decrease in the 
proportion of respondents who identified themselves as full-time students. 

On the subject of household income, the 2015 survey shows that almost one third of respondents chose not 
to indicate their level of income; however, the respondents who did specify their level of income show a 
three-way split between >$20,000, $20,000-$59,000, and $60,000< (Figure 14) . There is an apparent 
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pattern that individuals earning mid-range or higher salaries are forming a growing proportion of transit 
ridership. Though no firm conclusions can be made at this point, it is seemingly evident that individuals of 
greater financial means are growing comfortable with transit as a transportation option - a very positive sign. 
Nonetheless, the relatively high percentage of respondents who chose not to provide an answer to this 
question diminishes the reliability of the data (Figure 15).  As a result, no conclusion can be drawn 
regarding the income level of StAT’s customer base. 

 

Figure 14 - The data shows that in 2011 and 2015, many respondents opted not to report their income. 

 

Figure 15 - Approximately a third of respondents did not report their income in 2015 leading to an 
approximate three-way split when those individuals were omitted from the results. 

4.4. Customer Neighbourhoods, Origins, and Destinations 
Figure 16 illustrates and compares the distribution of respondents’ residences with that of the general 
population as established by the 2014 St. Albert Census. The results are interesting in that they reveal, as a 
ratio of transit ridership to neighbourhood population, that the neighbourhoods of Grandin and Deer Ridge 
have the highest proportions of transit users for their populations.  Inglewood, Akinsdale, and Lacombe 
have lower proportions of transit users.   
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Figure 16 – Proportionate ridership from the various St. Albert neighbourhoods as compared to the 
proportionate populations of those neighbourhoods. 

In Figure 17, it can be seen that Grandin has the greatest number of bus stops in the City of St. Albert. 
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Figure 17 – Total number of Bus Stops in St. Albert is 433 

4.4.1. Trip Origin and Destination 

On the written survey, respondents could indicate the typical start and end location of their transit trip, be it 
with StAT or ETS. Most of the respondents (86.2%) stated their origins were in St. Albert.  Naturally, the 
locations in St. Albert where the largest numbers of riders board the bus are the two transit centres (33.1%). 
Neighbourhoods with large proportions of boardings are Deer Ridge, Akinsdale, and Lacombe.  

Most of the respondents (78.8%) stated their destinations were in Edmonton.  The most frequent 
destinations in Edmonton include the University of Alberta, the Downtown Core, Grant MacEwan, and NAIT. 
This distribution follows the same patterns described by the 2011 survey. 
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7.2% of patrons reported that their trip was wholly within St. Albert and did not include a commuter 
component. 

4.5. Transportation and Transit Use 

4.5.1. Frequency of Transit Use 

Since the 2008 and 2011 surveys, there has been little change in terms of how often passengers ride (as 
shown in Figure 18) implying that many of StAT’s customers are regular riders who pre-plan their trips and 
take roughly five two-way trips per week. 

StAT defines frequent ridership as using transit at least three days a week. Occasional ridership is 
considered less than three days a week.  

 

Figure 18 - Many of StAT's riders are loyal, riding approximately five-days per week. 

4.5.2. Method of Payment 

On the written survey, customers were asked how they paid for their specific transit trip.  Close to two thirds 
paid with some form of monthly pass, be it a StAT or ETS pass (ETS pass + $1.00 zone fee counts as a 
pass).  Of the roughly one quarter of passengers who paid by U-pass, over half were U of A students 
(Figure 19). 
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Figure 19 – Over half of respondents indicate they are using StAT passes. Over one quarter of respondents are 
using U-passes. 

For the sake of comparison, the results of the questionnaire and the on-board survey were compared in 
Figure 20. The results show a 20% discrepancy between those who said they paid by pass and those who 
were seen using a pass. This is same pattern as described earlier in that there exists a discrepancy 
between observed use of U-Pass, and the number of respondents who indicated they use U-Pass.  
Nonetheless, the respondents indicating they use U-Pass essentially equates to the number of full-time 
students and student-aged passengers who responded to the survey.   

 

Figure 20 – Method of Fare Payment Comparing the On-Board Survey and the Passenger Questionnaires. 
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4.5.3. Access to other Vehicles 

There is an increase in the proportion of transit users who had access to another vehicle on the day of the 
2015 survey (63% in 2015 from 59% in 2011) and a corresponding decrease in the riders who did not have 
access to another vehicle (33% down from 41% in 2011) as illustrated in Figure 21 and Table 11. There has 
been a decrease in riders who are dependant on transit and an increase in riders freely choosing to use 
transit. 

 

Figure 21 - There has been a slight increase in the number of people who have access to a vehicle but still take 
transit. 

Table 11 - Correlation between Transit Use and Access to another vehicle from 2011 and 2015 
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It is important to note that while the overall percentage of captive riders has increased in 2015 to 33% up 
from 17% in 2011 as shown in Figure 22, the percentage of respondents who used StAT 6-10 times a week 
74% did have access to another vehicle, as shown in Table 8.  

 

Figure 22 – Rider Captivity shows passengers who are using transit by choice instead of necessity, for 
example they don’t own a vehicle or have a license; vehicle was unavailable for this trip, or 
school buses were unavailable or inconvenient. 

4.5.4. Reasons for Transit Use 

Respondents were asked to select their two main reasons for riding transit (Figure 23). The majority of 
respondents (58%) indicate that convenience and cost are main reasons for using StAT.  Others indicate 
that using transit is more convenient than driving a personal vehicle (21%), is cheaper than driving (19%), 
or that they face issues with parking availability and cost at final destination (18%).  Note that parking 
availability/cost at final destination was a new option included in the 2015 Customer Survey, which 
previously had been combined in the 2011 and 2008 surveys with the option lower cost than 
driving/parking. 

There is a noticeable decrease in respondents who have indicated that they were riding StAT for 
environmental reasons. In 2008, 34% of respondents indicated that they were using transit for 
environmental reasons, which decreased to 23% in 2011, and 8% in 2015.  

There are more StAT riders in 2015 who own vehicles than in previous years (9% of riders in 2015 did not 
own a vehicle while 20% of riders in 2011 did not own a vehicle). 
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Figure 23 – A comparison over three years regarding the reasons that customers use transit. 

 

4.5.5. Trip Purpose 

Figure 24 presents the purposes for which respondents use transit services. The majority of respondents 
(67%) use St. Albert Transit to travel to and from work (up from 52% in 2015) or to attend a post secondary 
institution (27%, down from 43% in 2011).  

StAT has always been a commuter-based service so there is no surprise that the majority of riders are 
travelling to work or university. In Figure 25, over half of post secondary riders travel to the University of 
Alberta. 
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Figure 24 - The majority of StAT's riders travel to work or post-secondary institutions. 

 

Figure 25 – More than half of the respondents attending post-secondary institutions are traveling to the 
University of Alberta. 

4.5.6. Travel to First Bus 

Respondents were asked how they travelled to their first bus of the day. This provides insight on the use of 
the local route network versus the use of park and ride. The results of this question are represented in 
Figure 26. Most transit users walk to the location where they board their first bus (60.9%). 25.7% of riders 
indicated they are using one of the two Park & Ride facilities, and 8.8% are being dropped off at either VTS 
or SAC transit exchange locations (Kiss and Ride). 

 

0% 20% 40% 60% 80%

Other

Personal Business

Social/Entertainment/Recreational

Shopping in St Albert/Edmonton

Attend Jr High/High School

Attend Post‐Secondary

Commute to work

Percentage of Respondents

Purpose of Trip

2008

2011

2015

University of 
Alberta
56%

Grant 
MacEwan

24%

NAIT
15%

Other
5%

Post‐Secondary Breakdown 2015

Attachment 1



City of St. Albert 

St. Albert Transit 2015 Survey and System Review Final Report 

 41 

.  

Figure 26 – The method a travel to a patron’s first bus stop. 

4.6. Customer Satisfaction with Service Performance  
The 2015 Customer Survey asked respondents to rate their level of satisfaction with the overall service 
provided by StAT and with various components of that service. The data will serve as valuable measure of 
how well StAT is meeting the needs of its customers from the perspective of those customers.  

In terms of overall satisfaction (Figure 27), respondents acknowledged they were satisfied or very satisfied 
(80%) with the quality of service provided by StAT.  

 

Figure 27 – Overall customer satisfaction with StAT. 
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Figure 28 toFigure 30 illustrate customer satisfaction levels with various components and attributes of the 
service. In terms of satisfaction with the value of service provided for the fare paid, it is apparent that a 
majority of riders, 68%, are comfortable with the fare structure (Figure 28).  

 

Figure 28 – 68% of patrons are satisfied with the value of the fare they pay. 

Aspects of the operation with noticeably lower levels of satisfaction become priorities for assessment and 
improvement, with possible commitment of additional resources. The data indicates that the main concerns 
are frequency of service during off-peak hours (29.4%) and the schedule adherence (20.7%). In contrast, 
respondents are most satisfied with the walking distance to and from bus stops (80.4%), seat availability 
(80.4%), and frequency of service during peak hours (77.1%). 
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Figure 29 – Customers of StAT were asked about their satisfaction regarding service performance. 

4.6.1. Overall Service Quality and Value 

Figure 30 demonstrates that, overall, passengers have a favourable opinion of the service provided by 
StAT.  Customers responded positively on the safe operation of vehicles, customer service from drivers, 
cleanliness of buses, and the availability of schedule information.   

The results are shown in Figure 30. The bulk of respondents stated satisfaction with safe operation of buses 
(87%), customer service received from drivers (83%), cleanliness of buses (83%), and availability of route 
and schedule information (80%). Respondents are least satisfied with the availability of Park & Ride spaces 
at SAC (26%) and VTS (25%), and the availability of bus shelters and benches (20%). This is reflective of 
opinion expressed in the 2011 survey.  Although plans for expansion of park and ride facilities rests with the 
future Campbell Road Transit Centre, construction of which remains uncertain at the time of this writing, it is 
the goal of Administration to add more shelters and benches in 2015/2016. 
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Figure 30 – Customers were asked about the quality of customer service they receive. 

4.6.2. Perceived Travel Times 

A predominant factor in customer satisfaction is the average length of time a passenger spends travelling - 
from the time they set out on their trip to arrival at their final destination. Naturally, there are unforeseeable 
delays (i.e. poor driving conditions due weather, traffic congestion, accidents, construction, etc.). However, 
there are two factors that form a direct correlation with average travel times; the physical distance travelled 
and the number of transfers taken by a passenger.  

Passenger travel can be divided into three groups:  
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 Customers commuting to and from Edmonton 
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thirds of commuting travelers (64%) perceived their trips to take 41 minutes or more, and the other third 
perceived their trip to take 40 minutes or less (35%). This represents an increase in perceived travel times 
from 2011 where 51% indicated that their trip took 41 minutes or longer. The population of commuter 
passengers represented 81% of total responses in the survey. The results are shown in Figure 31. 

Travelers within Edmonton represented 1.4% of the surveyed customers, and 5.8% chose not to answer if 
they were commuters, local or Edmonton riders. 

Respondents were also asked to identify the number of buses they rode to complete their current trip, 
including ETS or Strathcona Transit routes. This is a measure of the number of transfers required.  St. 
Albert Transit’s primary goal is to provide direct service for St. Albert residents to high-demand destinations 
in Edmonton (universities, downtown, West Edmonton Mall, etc.), and to minimize necessary transfers. 
Figure 32 indicates that approximately 38% of passengers do not transfer at all - meaning one of four 
scenarios. 1.) They use park and ride, 2.) They are dropped off at a transit station, 3.) They live within 
walking distance of a transit station, or 4.) They board a local bus that converts into the commuter route of 
choice at the Transit Station.  Minimization of transfers is a common goal of many transit agencies and is 
seen as a critical factor that contributes to the overall attractiveness and convenience of the service. 

      

 

Figure 31 – Customer Perceived Travel Time to Destination 
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Figure 32 – Ease of travel can be measured by the number of transfers needed to complete each trip 

There has been a slight increase in the proportion of riders who do not need to transfer buses to complete 
their trips (37%, up from 36% in 2011, and 29% in 2008). Consequently, the proportion of riders who need 
to transfer buses decreased from 56% in 2011 to 49% in 2015. The majority of passengers (86%) stated 
that they were able to reach their destination while only having to ride one or two buses.  

4.6.3. City of St. Albert Transit Service Standards Policy 

 
The Transit Services Policy, adopted by St. Albert City Council in 2008, provides the framework guiding the 
level of service offered by StAT.  A complete copy of the Policy is included as Attachment D. 

“Transit services in St. Albert will be designed to provide optimal, affordable, service for its customers with 
consideration of geographical coverage, minimum transfers, and minimum waiting times between transfers, 
minimum travel times, ease of customers’ understanding, minimum duplication of services, and minimum 
vehicle requirements so as to allow for travel within St. Albert and to key destinations in Edmonton.” 

Service standards include, but are not limited to the following: 

 Walking distance to bus stop - 90% of all residents should be within 400m to a bus stop; 
residents in higher density and institutional lands within 250m, and those in seniors’ residences and 
activity centers within 150m to a bus stop. 
 

 Hours of operation – First bus is to arrive at downtown Edmonton at 6.30am on weekdays, with 
last bus departing downtown Edmonton 12.15am, and local service is to support these commuter 
trips. 
 

 Frequency of Service – Maximum of 30 minutes during peak periods and 60 minutes for non 
peak. 
 

 Level of Demand – Minimum of 10 passenger boardings per service hour to warrant additional 
service. 
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 Maximum Trip Time – Local routes travel time will not exceed 20 minutes to Transit Station in 

peak periods and 30 minutes off-peak for 80% of riders. 
 Vehicle Loading – Maximum 100% of seated capacity for trips longer than 25 minutes, 115% for 

trips less than 25 minutes, and 150% for local trips. 

Three of the highest rated attributes of the system (Figure 29) are specifically referenced in StAT’s Service 
Standards Policy (Attachment D), and the established standards appear to be very satisfactory with the 
customers as demonstrated in Table 12. One of the key service features that StAT attempts to maintain is 
to ensure that all passengers on commuter trips longer than 25 minutes are afforded a seat. This comfort 
attribute appears to be greatly valued and appreciated by our riders. Maintaining these standards appears 
to contribute to the overall level of satisfaction with the system. 

Table 12 - StAT's service standards appear to be having an impact on customer satisfaction. 

StAT Service Standards 

Attribute Satisfaction (%) StAT Service Standard 

Walking distance to/from bus 
stops 80.4 

Expressed in terms of walking 
distance to a transit bus stop. 

Identified as a maximum 400m 
to 90% of all residents. 

Frequency of service during 
peak hours 77.1 

The period of time between bus 
occurrences. Identified as a 

maximum of 30 minutes in peak 
periods 

Seat Availability 80.4 
Maximum 100% of seated 

capacity for trips longer than 25 
minutes 

4.7. Information Services 
St. Albert Transit offers customers a range of sources from which to obtain information regarding bus routes 
and schedules. To determine the use and performance of these information services, survey respondents 
were asked to identify their main source of information and how well each source meets their routing and 
scheduling information needs. In addition, respondents were asked the best way to inform them of 
temporary service changes and detours.  

4.6.1.  Main Source of Transit Information 

Figure 33 presents the sources that provide information about bus routes and schedules and the 
proportions of respondents who identified each as their main source of information. Since the 2011 survey, 
StAT has expanded or improved upon the sources of information available to riders and the general public, 
principally through the use of on-line technology.  For example, NextBus real time bus arrival information 
and Google Transit Trip Planning were not available to customers in 2011, but were highlighted as priorities 
that customers wanted. This trend will certainly continue as more third party transit smart phone apps are 
developed and made available.  

Despite these advances, however, the printed Ride Guide is still very popular and there are no plans to 
phase it out in the near future. Nonetheless, its use has decreased relative to the website and web-based 
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technologies, and future printing volumes will have to be assessed and adjusted on a yearly basis.  
NextBus and Google Transit have become invaluable tools to StAT’s customer base. 

 

 

Figure 33 - The advent of smart phones has made web-based apps essential. 

4.6.2. Rating of Information Services 

Customers were asked to rate the various modes of communication used by StAT and how each met their 
routing and scheduling information needs.  The results from 2015 are shown in Figure 34. For the most part 
there was very little change in terms of the ratings from customers (+/- 2%).  However, when the “excellent” 
and “good” ratings for the Ride Guide are combined and compared to the 2011 survey there was a steep 
13.5% decrease in satisfaction.  It is not clear why this may be so, as the Ride Guide has not been the 
subject of a format or information change, but it is the most striking change when the 2011 and 2015 
surveys are compared. 
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Figure 34 – How well Information Services are meeting the routing and scheduling information needs of 
customers. 

4.6.3. Recommended Method to Notify Customers  

St. Albert Transit asked passengers which information method was the most effective way to notify 
customers of temporary service changes, disruptions, and detours. Respondents were asked to choose 
from the five choices or to identify a more preferable way that St. Albert Transit could notify customers. 
Figure 35 shows the most preferable methods respondents chose to be notified of temporary route changes 
and detours. Respondents stated that the best way to inform them of changes was either through the 
website (26%) or via posters at bus stops (25%).  
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Figure 35 – Shows how passengers would like to be informed of temporary schedule changes and detours. 

4.7.     Customer Priorities and Recommendation 

4.7.1. Service Improvement Priorities 

Customers were asked to consider ten potential improvements to StAT service and rate them in terms of 
high, medium or low priority (see Figure 36).  According to respondents, schedule adherence and reducing 
travel time through traffic measures are the highest priorities for service improvement. These two items go 
hand-in hand with improving schedule adherence and service. 
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Figure 36 - Improving schedule adherence and travel time have been highlighted as priorities. 

4.9.2 Future Service Destinations  

Respondents were asked to list up to two new destinations that they would like StAT to consider serving. A 
total of 362 customers responded with 90 recommending new service destinations.    
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Table 13 shows the top choices for new service. Although the question asked passengers to suggest new 
destinations, many identified destinations already served by StAT.  This is perhaps an indication that 
customers want increased service to these locations.  Table 14 shows the top destinations that customers 
favour for future service expansion.  
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Table 13 – Represents the most requested destinations passengers would like StAT to consider serving. There 
were a total of 362 passenger comments in which 90 destinations were suggested. 

New Destinations to Consider Serving 

Destination Number of Respondents % of Respondents 

Morinville/Cardiff 27 7.5 

Rexall/Northlands 25 6.9 

Edmonton International Airport 23 6.4 

Northgate 20 5.5 

Whyte Ave 19 5.3 

Claireview LRT 14 3.9 

Southgate 9 2.5 

 

Table 14 – Represents destinations which are currently served by StAT however passengers would like to    
see extended service to these areas. 

Extended Service to Current Destinations 

Destination Number of Respondents % of Respondents 

Downtown/Jasper Ave. 19 5.3 

West Edmonton Mall 14 3.9 

Costco – St. Albert 11 3 

University of Alberta 8 2.2 

4.8.  Additional Customer Comments 
Respondents were given the opportunity to provide open comments and/or suggestions on any aspect of 
StAT operation.  In the 2015 survey, 71% of respondents left additional comments, up from 65% in 2011. 
There were a total of 1,103 comments.  The question was open ended and many respondents gave multiple 
responses.  Percentages identified in   
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Table 15 are expressed in proportion to the total number of 1,103 responses, not to the number of 
completed questionnaires.  As a result of some comments listing two or more topics, the percentages may 
sum to over 100%. These comments provide qualitative data to further assess the concerns of transit 
customers. The following section addresses some of the more frequent comments.    
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Table 15 shows the most common comments and suggestions by respondents. A full list of customer 
comments is provided in Appendix H. 
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Table 15 – Additional Customer Comments from Customer Survey (71% of Customer Surveys had comments; 
1103 total comments; 403 surveys had comments; 571 surveys total) 

Additional Customer Comments 

Comments % of Respondents 

Bus Service Unreliable: 

Buses Late 

Travel Time Too Long 

Poor Transfer Connections 

Service Unreliable 

Buses Early 

Miss Bus Often 

Bus Does Not Come 

19.8 

5.8 

4.4 

3.9 

1.7 

1.4 

1.4 

1.2 

Driver Comments: 

Compliments Driver 

Rude Driver 

Unsafe Driving 

Other Driving Complaints 

12.7 

6.5 

3.4 

1.9 

0.9 

Bus Comments: 

Buses Crowded 

Buses Dirty 

Buses Hot 

Bigger Bus Needed 

New Seats Uncomfortable 

Other 

8.9 

2.0 

1.1 

1.0 

1.0 

0.8 

3.0 

Pleased with Overall Service 7.0 

Increase Commuter Non-Peak Hours 6.4 

Bus Stop Issues 5.7 

Park & Ride: 

More Spaces at VTS 

More Spaces at SAC 

New Park & Ride 

5.0 

2.45 

2.45 

0.1 

Extended Service 

Summer Service 

Christmas Break Service 

Other 

4.3 

1.5 

0.8 

2.0 

Route Changes 4.0 

Information Services 4.0 

Other 22.2 
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5. Driver Survey Results 
A survey of drivers was conducted during March 2015 as part of the system-wide review of StAT. The 
survey was distributed to the Diversified Transportation drivers and Inspectors.  Among the questions listed, 
drivers and inspectors were asked which schedules are the easiest and hardest to meet, to comment on 
various other aspects of their job such as safety, and to suggest changes that would make their jobs easier 
to perform.  Drivers represent an invaluable source of insight because they not only perform their duties on 
a regular basis and experience the challenges of transit first-hand, but they also are the face of transit on 
the road and can speak to the concerns and comments raised by passengers who routinely communicate 
with them. Figure 37 shows the range of topics from the driver survey.  

5.1. Driver Survey Methodology 
The surveys were distributed to every Diversified driver and on-road inspector.  39 of 78 (50%) completed 
questionnaires were returned to Dispatch in sealed, anonymous envelopes. To ensure anonymity of the 
respondents, Diversified management was not privy to the results of the survey, nor were they given the 
opportunity to view the submitted forms. Six questions were asked and three questions had multiple parts 
with the components shown in Figure 37. A copy of the StAT 2015 Driver Survey is provided in Appendix F.  

 

Figure 37 - The driver survey allowed drivers to comment on various aspects of their job from scheduling and 
routes to personal comfort and safety 

5.2. Driver Satisfaction with StAT 
The first question listed multiple aspects of the StAT operation and asked drivers to rate their level of 
satisfaction which each.  One of these items was directed to Handibus drivers only.  
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Among the top rated service attributes were adequacy of service during peaks (84% satisfaction), level and 
quality of service provided (78%), and customer service provided by drivers as a whole (73%).  Items 
receiving lower satisfaction ratings were on-time reliability (38%), and local travel time (37%). 

The Handibus question asked drivers how they felt about the use of Mobile Data Terminals on the Handibus 
vehicles. 43% rated the MDT`s positively (6 votes), 43% negatively (6 votes), and 14% were indifferent (2 
votes).  

The results of these questions are illustrated in Figure 38. 

 

Figure 38- Drivers were asked to rate their level of satisfaction with 19 aspects of the St. Albert Transit system. 

5.3. Comments Regarding Ease of Routes 
Open-ended questions were asked of the drivers about which local and commuter routes schedules were 
the easiest and the most difficult to maintain. Four questions were asked, and 114 answers were provided.  
Unsurprisingly, peak-hour routes were listed as the most difficult to perform within scheduled travel times, 
while non-peak were listed as the easiest.  Late night commuter routes (201 & 203) and local route A6 were 
identified as the easiest to keep on schedule, while the most difficult were the daytime 201 and 202 and 
local routes A4, A5, A9, A11, A12, and A13.  
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5.4. Various Questions Addressed to Drivers 
Questions were asked that were intended to gauge the drivers’ attitudes towards safety of the operator 
environment and whether drivers were making use of transit priority signalling (commonly referred to as 
cue-jump) in place at a number of intersections in Edmonton. The results are shown in Table 16. 

 

 

Table 16 – Additional questions were asked of the drivers. 

Yes  No 

Have you ever felt threatened on the 
job? 

34.3%  12  65.7%  23 

Have you used the button on the bus 
to flag and incident on video system? 

8.6%  3  91.4%  32 

Do you take advantage of transit 
priority signals? 

74.3%  26  25.7%  9 

Drivers were asked how they perceive the importance of customer service as a driver. 94% responded that 
is was very important and 6% said that is was somewhat important.  Much to their credit, no drivers 
responded that customer service had no part in the job description of a transit operator.  

5.5. Future Destinations 
The operators on the road encounter hundreds of passengers every day and they hear suggestions, 
comments, and concerns daily.  This communication puts the drivers in the unique position of being able to 
reflect the attitudes of transit users and combine this with the advantage of their own experience.  Drivers 
were asked to provide recommendations on potential new destinations warranting service.  They were also 
asked to provide suggestions on potential service additions to existing destinations.  Suggested new 
destinations are shown in   
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Table 17 and potential locations warranting increased service are shown in Table 18. 
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Table 17 - There were a total of 31 votes for new destinations. 

Northgate TC  14 

Morinville  3 

Eaux Claires TC  2 

Londonderry Mall  2 

North Edmonton  2 

Castledowns  1 

Stadium TC  1 

Southgate  1 

Coliseum  1 

South side of Wal‐Mart  1 

Sturgeon County  1 

Villeneuve  1 

More West End Destinations  1 

Table 18 - There were 11 votes for increased service to existing destinations. 

Better/Improved WEM service  4 

Better/Improved A14 service  4 

Kingsway LRT  1 

Enjoy Centre  1 

Servus Place  1 

5.6. Open-ended Responses 
Similar to the customer survey, drivers were given the opportunity to provide open comments, concerns, 
and/or suggestions on any aspect of StAT operation.  63 comments were submitted by 34 respondents.  A 
summary of the categorized comments is given in Figure 39.  

A significant majority of concerns raised by drivers called for improvements to scheduled travel times (28%) 
and for improvements to transfer reliability (14%).  

Attachment 1



City of St. Albert 

St. Albert Transit 2015 Survey and System Review Final Report 

 62 

 

 Figure 39 – Summary of Driver Comments. 

6. Handibus Customer Survey Result 

6.1. Handibus Customer Survey Methodology 
Handibus Services were also assessed part of the overall 2015 system review.  A total of 125 surveys were 
collected from Handibus riders through a mail-out campaign.  The layout of the questionnaire closely 
resembled that of the conventional transit survey but was modified slightly to reflect the unique nature of 
Handibus and its clientele.  Customer satisfaction levels with various aspects of Handibus service were 
measured and clients were also asked to submit any open comments, concerns, complaints, or 
commendations they wished to make. It should be noted that the Handibus survey was a client 
questionnaire only.  StAT has regular access to operational statistics regarding the quantity of trips, origins 
and destinations, travel time, and type of fare paid.  Therefore, an onboard survey of performance similar to 
that conducted for conventional transit, would be redundant.  

Figure 40 shows a summary of the topics covered by the Handibus survey. 
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Figure 40 - The Handibus survey was similar to the conventional transit customer survey, however, the survey 
collection method was different 

A complete summarization of the Handibus Survey is contained in Attachment A. 

7. Phone Survey Re: StAT Non-User Results 
Banister Research and Consulting Inc. was contracted by the City of St. Albert to conduct a Transit Non-
Users Survey.  While two surveys were used (General Population Telephone Survey and a Web-Based 
Survey) the resulting data collected from the web-based survey was not compared with the data from the 
general population survey.  The web-based component was presented as an opportunity for any member of 
the public to submit comment on St. Albert Transit`s operation, but it was deemed by the consultant as 
statistically unrepresentative.  Therefore the results of the two were not combined.   

Complete summarizations of the StAT Non-User Surveys are contained Attachments B and C.  But it is 
perhaps prudent to highlight a number of noteworthy findings contained in the report. 

7.1.1. Barriers to Using St. Albert Transit 

Respondents were asked the main reasons they do not use the St. Albert Transit and nearly half of the 
respondents (47%) stated that it is inconvenient or that they prefer to use their own vehicle, followed by 
17% who stated they do not travel to and from Edmonton (see   
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Table 19). 
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Table 19 – Reasons for not using StAT 

Reasons for not using StAT (either at all or more 
frequently 

 

Percentage of Respondents 

(n=400) 

Commuter Service  Local Service 

Inconvenient/owns a vehicle/prefer to use own 
vehicle 47 61 

Do not travel to/from Edmonton/no need for it/does 
not use transit 17 4 

Takes too long to get to/from Edmonton or within St. 
Albert 12 14 

Poor routes/lack of direct routes/poor connections 12 6 

Infrequent service/poor scheduling 7 5 

Need vehicle for work 5  

Prefer to get rides from family/friends  5  

Poor hours of service/poor service during off peak 
hours  4  

Transit is too expensive/driving is cheaper  3  

Dislikes waiting for the bus/taking public transit 3 3 

Other (2% of respondents or less)  12 15 

Don’t Know/No Response 1 2 
*Multiple responses 

See Figure 41 for a detailed breakdown of responses. 
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Figure 41 

7.1.2. Perceived Value 

Using a scale of 1 to 5 where 1 meant “not at all important” and 5 meant “very important” respondents were 
asked how important St. Albert Transit is to their household and to the City of St. Albert. Fifteen percent 
(15%) of respondents indicated that St. Albert Transit is important (ratings of 4 or 5 out of 5) to their 
household, while nearly three-quarters of respondents (74%) rated St. Albert Transit as important to the 
City. See Figure 42, below.  
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Figure 42 – Perceived Value 

7.1.3. Increasing Ridership 

When asked what one thing, if anything, would encourage them to use St. Albert Transit, either at all or 
more frequently, nearly one-in-three respondents (30%) stated there were no factors.  Most commonly 
respondents indicated if they were disabled, unable to drive, or did not have a vehicle, they would use St. 
Albert Transit more frequently (18%).  The results are important in that they indicate there is a segment of 
the St. Albert population that could be convince to utilize transit if, principally, it was more convenient and 
more direct.  See Table 20 below.  
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Table 20 

What is the one thing, if anything that would encourage you to use St. Albert Transit, either at all or 
more frequently? 

Percent of Respondents*

(n=400) 

Nothing/no factors that would encourage me to use it   30 

Yes; specify   67 

Would use if disabled/unable to drive/did not have a vehicle  18 

Better routes/more direct routes/better connections  10 

More frequent service/better scheduling (in general)  8 

Cheaper fares/lower cost for bus passes  7 

Completion of St. Albert LRT service/LRT service to Edmonton  6 

Better/more parking/park & ride  4 

More commuter routes/more routes to Edmonton  4 

More knowledge on scheduling fares/routes  3 

Better/reliable hours of service (e.g. evenings, holidays, weekends)  3 

Other (2% of respondents or less)  15 

Don’t Know/No Response  3 

*Multiple responses   
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8. Conclusion 
This report presents findings from the 2015 Weekday Passenger Survey, Driver Survey, and On-board 
Ridership Survey.  It describes user demographics, examines travel behaviours and patterns, measures 
users’ perceptions of transit services, identifies customer needs and expectations, and assesses the 
operational performance of the transit system.  Insights gained from this analysis, will assist St. Albert 
Transit in planning future transit services for the City of St. Albert.  

The majority of respondents (86%) identified themselves as frequent users of transit riding more than 3 
days a week (or 6 trips).  They use transit because it is more convenient (21.5%), costs less than driving 
(18.7%), and avoids problems with parking availability and cost at their final destination (18.14%). 
Additionally, the majority of riders are using transit to either commute to work (66.6%) or to attend a post 
secondary institution (25.5%).  

The majority of respondents (80%) stated satisfaction with the quality of transit service (42% satisfied; 38% 
very satisfied).  In particular respondents are most satisfied with the walking distance to and from bus stops 
(80.4%), seat availability (80.4%), and frequency of service during peak hours (77.1%).  Respondents are 
least satisfied with frequency of service during non-peak hours (29%) and travel time within St. Albert 
(12%).  

Weekday usage accounts for approximately 78% of total ridership on the StAT system.  During the period 
the survey was conducted, Route 201 Downtown via Kingsway saw the highest demand, accounting for 
26.2% of the system’s total boarding activity.  The routes with the next highest levels of demand are Route 
203 - University (18.0%), followed by Route 209 – Government Centre via NAIT (6.4%). These three routes 
are the backbone of St. Albert Transit’s transit network and are expected to continue to carry the majority of 
system ridership since they service either downtown Edmonton, or the major post secondary institutions, or 
both.  

The surveyors also collected information on what type of fare media was used when a customer boarded a 
StAT bus. The data demonstrates that 84% of weekday passengers hold some kind of transit pass, 
including U-Pass. This is a positive sign that the majority of weekday StAT customers are committed riders. 
On a regular weekday, 40% use a StAT or ETS pass and 44% us a U-Pass.  

They system survey showed that 70% of buses arrive on-time to their timing points, 3% are early, and 26% 
are late. This study will be used as part of the 2016 local route restructuring project. 
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9. Attachments and Accompanying Reports 

A. Handibus Customer Survey Report 

B. Transit Non-User Survey Report 

C. Transit Non-User Web Survey Report 

D. City of St. Albert Transit Services Policy C-TS-01  

10.  Appendices 

A. Ridership by Stop sorted by Boarding  

B. Ridership by stop sorted by Alighting 

C. Route Maps with Stops by Boardings 

D. Route Maps with Stops by Alighting 

E. Comparison of Transit Fares in the Capital Region

F. 2015 Driver Survey Questionnaire 

G. 2015 Passenger Survey Questionnaire 

H. Full List of Customer Comments 

I. Sample 2015 On-board Ridership Log 
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EXECUTIVE SUMMARY 
 
In March 2015, St. Albert Transit (StAT) conducted a review of the Handibus service by 
providing all actively registered Handibus clients an opportunity to give feedback on the 
specialized transit service by completing a customer survey. The Handibus Customer 
Survey is an essential tool which allows StAT to assess the utilization and level of 
satisfaction with Handibus service. A total of 370 questionnaires were distributed, with 
125 completed and returned, for a response rate of 33.8%.   
 
Key findings from the 2015 Handibus Customer Survey included the following: 
 
Local Trip Frequency & Purpose 
 

 Most respondents (25.8%) reported that they use the local service between 3-6 
times a week. Other patrons use the local service occasionally during a month 
(22.7%) and occasionally in a year (24.2%).  
 

 Most Handibus patrons use the local service for the purpose of medical 
appointments (25.0%), shopping in St. Albert (23.2%) or for personal business 
(19.5%).   

 
Commuter Trip Frequency & Purpose 
 

 Thirty nine percent (39.2%) of respondents indicated they use the regional 
service into Edmonton occasionally during a year, while 16.0% occasionally 
during a month. A large portion of Handibus users (37.6%) chose not to answer 
this question on the survey. This can be interpreted as many patrons not using 
the regional service at this time.  

 
 The majority of respondents (36.8%) use the commuter service for attending 

medical appointments, personal business (11.8%) and shopping (8.8%).  
 
Handibus Patrons using Conventional Transit 
 

 Seventy six percent (76%) of respondents do not use conventional transit 
service. The question in the survey continued by asking for reasons why they do 
or do not use conventional transit.  The top two reasons cited for not using 
conventional transit are safety concerns with bus operations (5.6%), and not 
being familiar with the conventional system (2.4%). About twenty two percent 
(21.6%) of Handibus users indicated that they use the conventional service and 
3.2% of those users, stated that they are pleased with conventional service. 
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Service Performance 
 

 Handibus patrons were asked to rate their level of satisfaction with various 
attributes including service quality, value for fare paid, customer service delivery, 
and service operations. Handibus customers are most satisfied (over 80%) with 
the value of service received for the fare paid, safe operation of buses, customer 
service provided with Handibus drivers and cleanliness of buses. Respondents 
are less satisfied (less than 65%) with the available destinations to Edmonton, 
reminder call service, and available hours of operation.  

 
Next Phase of Service Improvement 
 

 The majority of survey respondents (46.2%) would like a Saturday day service 
implemented in the next phase of service improvement. The second most 
common response (19.6%) is for a Monday to Friday evening service.  

 
Additional Handibus Comments 
 

 Of the respondents surveyed, 67.2% of them provided additional comments and 
suggestions. The most frequent comments and suggestions fall within these 
categories; service hour/day improvements (18.4%), pleased with overall 
Handibus service (14.4%), more Edmonton destinations needed (9.6%) and 
driver compliments (8.8%). There were a significant number of respondents 
(32.8%) who did not provide any feedback.   
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1.0   INTRODUCTION 
 
Every three years, St. Albert Transit (StAT) conducts a comprehensive system review of 
both conventional and Handibus services to help identify issues and opportunities to 
better meet the needs of our customer ridership and of the community. St. Albert Transit 
Handibus is a specialized door-to-door, shared-ride, driver-assisted transportation 
service for residents of St. Albert, 16 years of age and over, who are unable to use 
regular conventional transit due to a physical or cognitive disability. This report presents 
the findings of the 2015 Handibus Customer Survey as submitted from our registered 
client base.  
 
The results of this survey will assist St. Albert Transit Handibus Administration in 
evaluating and improving their current services, as well as planning and expanding 
future specialized transit services for the City of St. Albert’s disabled community. 
 
1.1 Survey Objectives  
 
The survey questions are designed to provide Administration with the means to assess 
current usage, measure the level of satisfaction with various components of the 
operation, and identify potential service improvements.  
 
The specific project objectives are: 
 

 To identify the frequency of travel for local and commuter service. 
 To identify the main purpose of travel for local and commuter service. 
 To determine if registered Handibus clients use conventional service. 
 To analyze the current level of customer satisfaction with service delivery and 

operations. 
 To identify preferred Handibus service improvements for future phases of 

expansion.  
 
1.2 Survey Methodology 
 
The 2015 Handibus Customer Survey was distributed by mail on February 23, 2015 to 
370 of our active Handibus registrants. These registrants included all active customers 
in our database who have maintained a registration ID number and are therefore eligible 
to book trips with our specialized transit service. Active Handibus registrants reside in 
various dwelling types such as single family homes, assisted living complexes, and 
longer-term care facilities.  This ensures that all clients are represented in the survey 
and that results are not skewed toward a particular user group within the Handibus 
community.  In some cases, regular correspondence is conducted through a caregiver 
and it is assumed that some responses were completed by the caregiver, but this was 
not specified in the questionnaire for the purposes of dignity and privacy. Handibus 
registrants were given three and a half weeks to complete their survey with a return 
deadline of March 20, 2015 in the postage paid envelope.   
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A total of 125, or 33.8%, of the current Handibus registrants completed the survey. A 
sample size of 125 respondents is sufficient to ensure a representative sample size for 
this population.  
 

 
 
 
 
 

 
A copy of the final questionnaire is provided in Appendix A.  
 
1.3 Reporting 
 
It was the goal of Administration to ensure that all active and registered Handibus 
clients were afforded the opportunity to participate in the questionnaire and provide their 
input and opinion.  Despite these efforts, a small number of clients could not be reached 
during the timeframe of the survey. Surveys that were returned after March 20, 2015 
were still included into this report.  
 
It is also valuable to mention that many respondents chose to select more than one 
answer for questions in the survey. All answers provided were submitted into the data 
collection process.  
  

Table 1-1: Survey Administration Summary  

Total number of surveys distributed 370 
Total surveys returned 125 
Response rate 33.8% 
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2.0 2015 HANDIBUS CUSTOMER SURVEY FINDINGS 
 
2.1 St. Albert Transit – Local Handibus Use  

 
This section of the survey provides insight regarding client usage of the service. Data 
collected for this section includes an analysis of the frequency of Handibus usage, 
purpose of trip for both local and commuter service, and whether conventional transit is 
taken by registrants.  
 
As a frame of reference, in 2014, the total Handibus ridership for local service was 
9,823 trips provided and commuter service was 920 trips provided. From January to 
May 2015, the local ridership is 5,074 trips provided and commuter ridership is 709 trips 
provided.  Based on these ridership statistics, client demand for local Handibus service 
is significantly higher than the demand for commuter service.  
 
 
2.1.1 Local Handibus Service – Frequency of Trips 
 
Figure 2-1 indicates the frequency of Handibus usage for local service within  
St. Albert. The majority of respondents indicated that they use the service 3 to 6 times a 
week (25.8%), followed by occasional users in a month (22.7%) and occasionally during 
a year (24.2%). Twenty percent (20.3%) of Handibus users take one or two trips each 
week, and a small population (4.7%) of respondents use the local service more than six 
trips a week.   
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Figure 2-1: Frequency of Local Trips 
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Note: A trip from an origin (ie. Home) to a destination (ie. Medical office) is counted as 
one trip. A trip from an origin to a destination and back to the origin is counted as two 
trips.  
 
2.1.2 Local Handibus Service – Purpose of Trips 
 
Figure 2-2 presents the purposes for which respondents use local Handibus service. 
Most registrants use the specialized transit service for medical appointments (25.0%) 
and shopping (23.2%) in St. Albert. Other patrons take the Handibus for personal 
business (19.5%), social/recreational activities (13.4%) and other (10.4%) purposes. Of 
the individuals who responded with “other” purpose, the majority of them attend the 
Sturgeon Hospital – Adult Day Program, twice a week. A small population of Handibus 
patrons use the local service as a method of transportation to get to work (5.5%) and 
school (1.2%).  
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Figure 2-2: Purpose of Local Trips 
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2.2 St. Albert Transit – Commuter Handibus Use 

 
As a frame of reference for understanding the survey information about StAT Handibus 
commuter service, here is some background information about the commuter service. 
St. Albert Handibus first introduced non-peak (9 am to 3:00 pm) regional service in 
October 2013 to thirteen destinations in Edmonton. These destinations were chosen 
based on providing equitable service to our conventional service (excluding West 
Edmonton area), as well as by demand from our registrants. The destinations include:  
 
 

 Chrysalis – 13325 St. Albert Trail 
 Cross Cancer Institute – 15560 University Ave 
 Edmonton City Centre Mall – 10025 102A Ave 
 Glenrose Rehabilitation Hospital – 10230 111 Ave 
 Hys Medical Centre – 11010 101 St 
 Kaye Edmonton Clinic/Aberhart Centre – 11400 University Ave  
 Kingsway Mall – 109 St & Kingsway Ave 
 MacEwan University (City Centre Campus) – 10700 104 Ave 
 NAIT – 11762 106 St 
 Royal Alexandra Hospital – 10240 Kingsway Ave 
 University of Alberta: Transit Centre – 114 St & 89 Ave 
 University of Alberta Hospital – 8440 112 St 
 University of Alberta: Steadward Centre – Off 87 Ave NB & Between 114 St and 

116 St  
 
In October of 2014, peak period (7 am to 9 am & 15:00 pm to 17:00 pm) regional 
service to and from Edmonton to the above destinations was added as part of our 
regional service expansion. On February 9, 2015, StAT administration added the 
Alberta Retina Consultants Clinic (10924 107 Ave), a location of potentially high 
demand requested by our senior clientele seeking access to this important clinic for 
optometry services. NAIT was removed as an Edmonton destination due to no 
demonstrated demand.   
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2.2.1 Commuter Handibus Service – Frequency of Trips 
 
Figure 2-3 below indicates the frequency of Handibus usage for commuter service from 
St. Albert to Edmonton (vice versa). The largest portion of respondents (39.2%) stated 
that they only use the regional service occasionally during a month, with (16.0%) stating 
occasionally during a year. Frequent ridership of the commuter service is less common 
with 4.8% of registrants taking the bus once or twice a week and only 2.4% between 
three to six times a week. It is valuable to mention that 37.6% of registrants did not 
answer this question on the survey. This could potentially be interpreted as 37.6% of 
registrants choosing to omit this question as they have not used commuter service at 
all.   
 

 
 
Note: A trip from an origin (ie. Home) to a destination (ie. Medical office) is counted as 
one trip. A trip from an origin to a destination and back to the origin is counted as two 
trips.  
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Figure 2-3: Frequency of Commuter Trips 
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2.2.2 Commuter Handibus Service – Purpose of Trips 
 
Figure 2-4 presents the purposes for which respondents use regional Handibus service. 
Majority of registrants use the specialized transit service for attending medical 
appointments (36.8%) in Edmonton, followed by personal business (11.8%). Other 
patrons take the Handibus for shopping purposes (8.8%), as well as social/recreational 
activities (5.1%). Very few registrants use the Handibus service for commuting to work 
or to attend school. A significant number of survey responders (35.3%) did not answer 
this question on the survey.  
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Figure 2-4: Purpose of Commuter Trips 
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2.3 Handibus Registrants Use of Conventional Transit 

 
All of our Handibus registrants are encouraged to take advantage of StAT’s 
conventional transit service whenever possible to augment their Handibus usage. 
St. Albert Transit’s fleet of conventional transit buses is 100% accessible.  Accessible 
transit buses are low floor vehicles that do not require the climbing of steps to enter.  
They are equipped with ramps and can “kneel” closer to the ground as needed to allow 
entry for individuals with wheelchairs, scooters, and other mobility devices.  These 
buses operate on all local transit routes and commuter routes to and from Edmonton. All 
registered Handibus users can bring a companion (friend or family member) when riding 
conventional transit. The companion rides for free.  
 
It was determined through the 2015 Handibus Customer Survey that a majority of 
Handibus registrants do not use the conventional transit system. Figure 2-5 indicates 
that 76.0% of Handibus registrants do not use conventional service, whereas 21.6 % of 
patrons do take advantage of our conventional system. Of the respondents who do use 
conventional transit, 3.2% indicated that they are pleased with the overall conventional 
service, while 1.6% of patrons stated they utilize the system due to service limitations of 
the Handibus. On the other hand, of the registrants who stated that they do not take 
conventional service, 5.6% indicated that they don’t use the service because they have 
safety concerns with bus operations, or are not familiar with the conventional system 
(2.4%). Less than two percent of non-conventional Handibus users stated that service 
improvements to the conventional transit system are required or they are dissatisfied 
with the system all together.  
 

 
 

21.6% 

2.4% 

66.4% 

5.6% 
2.4% 

0.8% 

0.8% 

76.0% 

Figure 2-5: Handibus Registrants Use of Conventional 
Transit 
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2.4 Service Performance 

 
The 2015 Handibus Customer Survey asked respondents to rate specific service 
attributes in terms of Handibus’ performance.  
 
2.4.1 Overall Service Quality and Value 
 
Figure 2-6 presents a summary comparison of satisfaction ratings for each attribute and 
will be referred to throughout the following section on the specific attribute groupings.  
 
A large portion of Handibus users (86.3%) are either very satisfied or satisfied with the 
overall Handibus service provided. The majority of patrons, 91.2%, are either very 
satisfied or satisfied with the value of service provided based on the fare they pay. For 
both attributes of overall Handibus service and value of service received for the fare 
paid, less than 8% of registrants were indifferent.  
 
As of February 1, 2015, cash fare for a local trip (one way) is $3.25 and a commuter trip 
(one way) is $6.00. A book of 10 local tickets costs $24.00, which is equivalent to $2.40 
for each local ticket; whereas, a book of 10 commuter tickets costs $41.25, which is 
equivalent to $4.13 for each commuter ticket.  It is more cost effective for regular 
Handibus users to purchase a book of tickets compared to paying cash fare.  
 

 
 
 

0% 20% 40% 60% 80% 100% 
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Figure 2-6: Satisfaction Rating of Handibus Service Attributes 
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2.4.2 Customer Service Delivery 
 
Respondents were provided an opportunity to rate their level of satisfaction with a 
variety of customer service attributes. These include trip availability, available 
destinations in Edmonton, DATS Customer Care Centre (for booking and confirming 
trips, or registering concerns or accommodations), the reminder call service, and 
available hours of operation.  Figure 2-6 presents the satisfaction ratings Handibus 
users gave for these components of the operation. Respondents are either very 
satisfied (57.6%) or satisfied (21.6%) with trip availability, as they are either very 
satisfied (50.4%) or satisfied (21.6%) with the DATS Customer Care Centre. For both of 
these customer service attributes, less than 5% of respondents are dissatisfied.  
 
Respondents provided a mixed rating of the available destinations provided in 
Edmonton.  21.6% of patrons are very satisfied, while 20.8% are satisfied and 16.0% 
are neutral.  It is noteworthy that 26.4% of respondents did not answer this question on 
the survey. This could potentially be an indication that these respondents do not use the 
commuter services at all, and therefore have no opinion regarding the Edmonton 
destinations.   
 
The Interactive Voice Response (IVR) Service is an automated call-ahead/reminder 
service available to Handibus customers who want notification when their ride is five to 
ten minutes away. There is also an option to receive an “evening-before” call to remind 
the client of their reserved trip for the next day. Handibus users can opt out of the 
automated call service if they wish. Currently, 47.9% of Handibus users are registered 
with the IVR service. Figure 2-6 indicates that 40.8% of patrons are very satisfied with 
the reminder call service, 11.2% are satisfied and 20.8% are indifferent about the 
service. It is noteworthy that 24% of survey respondents did not answer the question on 
the survey.  
 
The hours of operation for StAT Handibus for both local and commuter service is 
Monday to Friday, 7 am to 5 pm. Based on these hours of operation and analyzing the 
findings in Figure 2-6, 39.2% of Handibus users are very satisfied with the available 
hours of operation, 25.6% are satisfied and 11.2% are neutral. A total of 15.2% of 
patrons are dissatisfied with the operation hours currently provided by the Handibus 
service.  
  

Attachment 2



 
  2015 Handibus Customer Survey                                                                                             Final Report 
 

16 
 

2.4.3 Service Operations 
 

 
 
Figure 2-7 presents the level of satisfaction ratings from Handibus users related to 
service operations. Over 80% of respondents are very satisfied with the safe operation 
of buses, the customer service from Handibus drivers and the cleanliness of buses. As 
for the comfort of the ride while on board our buses, 73.6% are very satisfied, 15.2% are 
satisfied and 5.6% are indifferent. The percentage of dissatisfaction with the attributes in 
this category of service operations was minimal, less than 2.0%.  
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2.5 Next Phase of Service Enhancement 

 
In the 2015 Handibus Customer Survey, respondents were asked to select one option 
of service they would like to see implemented in the next phase of service 
improvements. The three options included: Monday to Friday evening service, Saturday 
day service and Sunday day service. Figure 2-8 summarizes the service improvement 
Handibus users would like to see implemented. Majority of respondents (46.2%) would 
like to have a Saturday day service available to them, whereas 19.6% of respondents 
would like an evening service provided Monday to Friday. 17.5% favored Sunday day 
service over the other options, and 16.8% chose not to respond to the question. 
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Figure 2-8: Service Improvement 

Monday to Friday evening 
service  

Saturday day service 

Sunday day service 

No response 

Attachment 2



 
  2015 Handibus Customer Survey                                                                                             Final Report 
 

18 
 

2.6 Additional Comments 

 
Handibus survey respondents were given the opportunity to comment on any aspect of 
StAT service. A total of 84 comments were submitted by 67.2% of the respondents. An 
overview of these responses can be seen in Table 2-1. The most frequent comment 
received revolved around the subject of the need for additional service hours or days 
(18.4%).  Other general categories of note were “pleased with overall Handibus service” 
(14.4%) and “more Edmonton destinations” (9.6%). About thirty three percent (32.8%) 
did not provide a comment. A detailed listing of all comments received can be found in 
Appendix B.  
 
 

Table 2-1: Additional Handibus Comments 

Comment(s) Percentage (%) of Respondents  

General Comments:  
Pleased with overall Handibus service 
Booking trip improvements 
Plans to commute to Edmonton 
Handibus is a backup transportation option 
Service hour/day improvements needed 
More Edmonton destination needed 
Don’t use service very often due to age/health 
Fare is too expensive 
Service is too costly to run 
Reciprocal use of DATS 
Uses volunteer driving options 
Other comment 
 
Driver Comments:  
Compliments for driver 
More driver training is needed 
 
Fleet Comments: 
Evaluate fleet – size/style 
 
No Comment 

 
14.4 
3.2 
0.8 
1.6 

18.4 
9.6 
3.2 
0.8 
0.8 
0.8 
0.8 
1.6 

 
 

8.8 
1.6 

 
 

0.8 
 

32.8 
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3.0 CONCLUSION 
 
This report presents the findings from the 2015 Handibus Customer Survey. The 
information garnered from the survey will allow Transit Administration to gain insight on 
the travel habits of our Handibus clients, their level of customer satisfaction with various 
aspects of the operation, and their priority for future service improvements.  This 
valuable input will serve as the cornerstone for future decisions aimed at growing and 
refining this service that is of critical importance to the disabled community of St. Albert.   
 
The Survey reveals that majority of respondents (25.8%) use Handibus local services 
between 3 - 6 times a week.  The most common purpose for Handibus use is for travel 
to medical appointments (25.0%) and for shopping in St. Albert (23.2%). As for the 
Handibus commuter service, most patrons (39.2%) travel into Edmonton occasionally 
during a year. Again, the most common trip purpose is for travel to medical 
appointments (36.8%), and personal business (11.8%).  
 
A large portion of Handibus users (76.0%) do not use the conventional transit system. 
The top two reasons indicated for not riding conventional system are safety concerns 
with bus operations and not being familiar with the conventional service. There are 
about twenty two percent (21.6%) of Handibus users who do take advantage of the 
conventional system and are pleased with the overall service.  
 
Handibus customers registered the highest levels of satisfaction (over 80% very 
satisfied) with the value of service received for the fare paid, safe operation of buses, 
customer service provided by Handibus drivers, and cleanliness of buses. Respondents 
expressed lower or moderate levels of satisfaction with available destinations to 
Edmonton (42.4% very or somewhat satisfied), reminder call service (52.0% very or 
somewhat satisfied), and available hours of operation (64.8% very or somewhat 
satisfied).  
 
The majority of Handibus users (46.2%) would like a Saturday day service implemented 
in the next phase of service improvement. The second most common response (19.6%) 
is for a Monday to Friday evening service.  
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APPENDICES 
 
Appendix A: 2015 Handibus Customer Survey 
Appendix B: Handibus Additional Comments 
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Appendix B: Handibus Additional Comments 
**Reference number(s) omitted means responder did not provide a comment.  
Reference number 
 to survey Comments 

1 
I miss being able to book a bus a week in advance like I was able to do before the 
DATS integration.  

2 

It is very good to have bus service to get us around to our appointment and some 
other activities. The drivers are very good. They are well trained in driving in the 
traffic. Keep up this service for us here in St. Albert. Thank you!  

3 
Used (missing word due to messy penmanship) as of family support but I do need 
this as an option.  

4 Overall - Very pleased & thank you 
5 I haven't used the commuter trips into Edmonton yet but I do plan to.  
6 My family and friends drive me to Dr. Appts., banking and shopping as well.  

9 
I have no complaints. Have been treated with respect & patience. A cushion for 
sore back would be nice. Thank you!  

10 I would actually like to see evening service 7 days a week if only till say 7-8pm  

11 

IVR has not been calling at appropriate reminder times. We are very thankful to 
have the service and I appreciate the "TLC" given to my husband as the driver 
sees he gets safely to the door each day, so I never have to be concerned. Thank 
you again!  

12 I want Handibus on Sunday day service so that I can go to church.  
13 Service to South Edmonton Medical Specialists 
14 I would like expanded service on evening and weekends 

15 

I am now 89 years old and appreciate knowing that the service is available to me 
but I have not capitalized on all the services since since I was not aware that I 
could use it for all those services. I only used the medical category. I would really 
like to visit my siblings who live in seniors' places in Edmonton. Ex. St. Andrews 
Shepherds' Care.  

18 
I enjoy using the bus but not enough later service if I have late dr. Appts. Sunday 
hours are not there for church services.  

19 Very good service 

20 

It will be better to go straight from home by taxi because it will cost the same or 
less amount to go directly. I stopped going to temple every Sunday because of the 
cost involved.  

22 
We haven't used St. Albert handibus. My mom has no need to go anywhere (as 
yet) in St. Albert.  

23 
We need more destinations and closer access. I don't like the limitations with 
booking. Often you have to hold long time for bookings.  

24 

As a parent of a daughter with a physical disability our greatest goal for her is to 
achieve the independence she desires as a young adult. The handibus is a key 
piece of this puzzle and we are grateful to the service and really look forward to the 
expansion of the handibus to Edmonton - in particular the SPCA. 

25 

As in any aspect of the service industry nothing runs perfectly, with Handibus' 
complexity it runs quite well. More runs to different parts of Edmonton would be 
better. I've had to change my optometrist because you didn't go to Mayfield. It's like 
changing a med doctor.  

26 
Now that they're going to Retina Health Centre will help me alot. The drivers are 
always very nice. Service on Sunday would help us to get out church/mall.  

27 Definitely a requirement for Saturday Service within City of St. Albert. 

31 
The driver makes sure that we are comfortable, seated and walking carts are 
secure.  

32 I'm 95 do not travel too much these days but the few times I have were good. 
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Thank you.  

35 
Continue to train new drivers for Handibus so they can secure a wheelchair on a 
regular bus if needed.  

36 The gal drivers are A++, the guy drivers are A. They lack empathy.  
37 The city wastes too much money on everything. Reduction of service.  

38 
This is a very valuable service to handicapped residents. We really appreciate 
having access to use it. Thank you.  

40 Very happy  

42 
Explore use of electric buses. Explore use of smaller buses. Explore use of 2 way 
communications with clients. Ex. Call client with ETA.  

43 
If unable to provide evening weekday service, would it be at all possible to provide 
Saturday day service.  

44 

Would hope that Handibus would run all of the above: Mon. To Fri. Evening 
Service to Winspear, Canada Place and other recreational locations and 
government (provincial and federal). Please expand service.  

46 Great job 

47 
Would like to see more Edm. Stops and stops in middle of Edmonton and St. 
Albert.  

50 The handibus would be much more valuable if it travelled on weekends.  
51 He only uses this service for dental appointments and it has been very satisfactory.  
53 I'd like to see the bus going to the Grey Nuns Hospital  

54 

All buses should have blankets in winter. Sometimes will have to wait up to 15mins 
in the bus, waiting for staff from capital health to come get us. I would like to give a 
big bouquet to female driver who picks us up at the ADP. She is always so friendly 
and we all enjoy her - great personality! Thank you so very much. All the drivers 
are so nice and courteous.  

55 We would like to take the Edmonton DATS bus.  

56 
Some of my medical appts in Edmonton are not available destinations. I live in St. 
Albert. This month I have doctor appts at Coronation Clinic & at Northgate Centre.  

57 

Handibus service is important to me. Wherever I go in the WCD require an escort 
too. You have allowed my escort to ride free. I would be more pleased if there were 
more Edmonton destinations from St. Albert and shorter returns to St. Albert 
waiting time.  

58 For my requirement, the day service is great that you provide.  

59 
This is a very valuable service which allows people to access the outside world 
when a wheelchair is a necessity. Keep up the good work. Thank you.  

61 Love the drivers 
63 I am 98 years old retired so don't use the bus these days.  
65 Love the drivers 

67 

Your drivers are very good. They need to consider a stop at First Edmonton Place 
10665 Jasper Ave. Its a huge building with skin cancer drs., cataract surgeons, 
dental specialists, etc. Lots of room for the bus to stop on Jasper Ave, also on 
107St & Jasper. The Misercordia Hospital has the Northern Alberta Incontinace 
Clinic in it. This should also be a consideration as well.  

69 

Comfort of the seats in the new green transit buses is terrible - hard as a rock! 
Handibus comfort is great. Drivers are great in all ways! Also, weekend handibus 
service should go to 7pm (from Question 7) 

72 
I haven't had to use it yet for other trips then to Walmart. I am very pleased its here 
for many that need it right now.  

73 More service for the medical doctors in Edmonton.  

74 
Very satisfied with all aspects except going to Edmonton as it is not door to door 
especially in Winter.  

75 For certain appointment hours could be later. It would be nice to ride to WEM. 
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Could you manage 6-7 days a week? Keep up the good work. Thank you.  

78 

It would be really nice to have weekend service and also, I am sure that I am not 
the only person in St. Albert that goes to the Northgate hip & knee clinic but there 
is no transport in that direction. I have been using the services at the 55+ club 
because they are cheaper and for a trip. Driver is very polite and accommodating 
for trips in Edmonton they are free by the grace of volunteer drivers.  

79 

I had an appointment with the dentist at Gateway Village St. Albert #234, 2 Hebert 
Rd on Feb. 26th. I called for Handibus booking and I was told by the receptionist 
that she was no aware of the address and the booking was not used.  

80 

I would like to see more hours (later in the evenings). I would prefer 7 days a week 
service. I'd like to see our Handibus go to Meadowlark - doctor is there) and WEM. 
You are doing a terrific job! Thank you.  

81 

Bus drivers are cordial and helpful. Good service would like to be called when they 
are nearing pick up - one sits with heavy clothes for up to 1/2 hr (this is especially 
in winter). 

84 

I very much appreciate the autonomy that the Handibus affords me. Any extension 
of the service (Sat. Service, evening service, more destinations in Edmonton) 
would be of advantage.  

85 

I would really like to have Saturday evening service if possible. Some drivers 
complain that they are given multiple pick ups for the same time and have to juggle 
times. I am very grateful for the service as I'm 82 and don't drive anymore. Thank 
you. 

86 

Drivers should wear a name tag. One driver did not help with anything, takes 
awhile to know how to work the straps and seatbelts. This is a safety issue. Some 
don't have the dexterity or strength in their hands.  

87 
I just use Handibus twice a week to the Sturgeon Day Program (Wed & Fri). P.S. It 
would be nice to have a Handibus on evenings and Saturdays.  

88 

I bought a book of tickets last June but found that I could not use them. I drive 
around here but I thought I'd be able to use them for going to Edmonton to dr. 
Appts. However, the only time I phoned to book I had to wait there at least 3 hours 
- no good for me. What I really need is travel to and from Royal Alex Renal Satellite 
unit. I go from 5:30 - 9:30pm Mon., Wed., Fri. There is no transportation between 
St. Albert and Edmonton which is a disgrace. So I have to drive there too. Taxis 
are too expensive!  

89 All drivers have been courteous, friendly and helpful.  

90 

Husband is a new user of this service - so far it has worked well. Although many of 
the questions on survey are services offered that have not yet been used - am 
thankful this service is available and hope to be able to use it more/wider range of 
its services.  

93 

The handibus is very affordable and I enjoy and am happy there is this means - 
afforable for all of us. However, please consider these changes: Shorten lengthy 
wait periods, 30 min window time for pick up should be 15-20mins, local trip up to 
45min should be 30 mins at most. 

94 The driver was very punctual, very pleasant person to deal with - excellent service.  

95 
I used the handibus for the first time March 11th. The driver was wonderful, Cliff, I 
think that was his name, helpful and polite.  

96 

I use this service mainly in the warmer months. Very satisfied most times. 
Sometimes drivers deliver 1-2 passengers & this makes you late for appointments. 
Booked appointments should get preference.  

101 

Edmonton dispatchers need to be educated on the area in St. Albert and how long 
it takes to go from one of the city to the other. What is the window of time between 
appt time and arrival of bus for pick up. Have been told 1/2hr after booking time 
and also 15min each side of booking time? This is in the St. Albert area.  
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103 Usually pick up is late, late for Handibus & terrible shock system in Handibus.  

104 
Since I just recently received my permit to use the Handibus, I have only made one 
trip and I was very statisfied. I am sure I will be using the service more often. 

105 
My husband enjoyed the Handibus to go to Day Program 2 times a week. Staff was 
great. 

108 Customer service is great! Thank you!  
109 Very pleased! Thank you!  

112 
Would like to see bus make trips to Edmonton as far as 137 Ave. Ex. Theatre, 
Gregg Distributors 

113 

I find there are much longer wait times booking through DATS - for return trip. They 
are not familiar with St. Albert, so a quick trip to the bank, for example, can require 
45+ minutes waiting. When I lived in Winnipeg they had arrangement with a local 
taxi company which we could book for evening and weekend trips. We paid the 
handibus fare. Now I realize that St. Albert is much smaller than Winnipeg in size 
and population. I only mention it to see if it is a possibility only within St. Albert for 
evenings and weekends. Just a thought.  

114 
The 30 min schedule is too long, 15-20mins if possible. Local trips of 45 min. Too 
long, 20-30 min if possible.  

115 I haven't gone out very much, mostly on account of health reasons.  
117 Saturday service for activities please.  
118 Saturday service for activities please.  

119 
I would like to also see evening service. I do not drive so I am dependant on my 
parents.  

120 Thank you for the Handibus.  
121 The driver is very helpful and on time.  

124 

I would like to see the service increased to the same hours as Edmonton. When 
we come from out of town to take mom out for dinner or shopping usually can only 
do Friday after hours.  

125 

St. Albert Handibus service is excellent. The only change we would like to see is 
shorter wait times. Different/added destinations to Edmonton would be 
appreciated. Thank you for the service.  
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1.0 SUMMARY OF FINDINGS 

In 2015, the City of St. Albert contracted Banister Research & Consulting Inc. to conduct the 2015 St. 

Albert Transit Non-Users Survey. As part of the research, Banister Research conducted 400 telephone 

interviews with members of the general population who resided within the city limits of St. Albert who 

identified as infrequent or non-users of St. Albert Transit (i.e. those who reported using transit once a 

month or less). Age and gender quotas were established to ensure appropriate demographic 

representation. Results reflect a margin of error no greater than ±4.9% at the 95% confidence level, or 

19 times out of 20. 

Key findings from the 2015 St. Albert Transit Non-Users General Population Telephone Survey included 

the following: 

Travel Habits 

 The majority of respondents (87%) reported never using St. Albert Transit for commuting, while 
13% reported using St. Albert Transit once a month or less.  

 The majority of respondents (90%) had a Class 5 driver’s license, while 9% did not and 1% were 
unsure or did not respond. 

 When asked how they primarily travel within St. Albert, the majority of respondents (87%) 
indicated they travel as a driver by personal vehicle. The majority of respondents (85%) also 
indicated that they travel to and from Edmonton by personal vehicle as a driver.   

 Respondents were asked in a typical week in March, 2015 what percentage of their total travel 
time is spent traveling within or outside of St. Albert. The results were as follows: 

o The mean percentage of time spent traveling within St. Albert was 58.7%;  

o The mean percentage of time spent traveling to and from Edmonton was 33.0%; and  

o The mean percentage of time spent traveling outside of Edmonton/St. Albert area was 
8.3%. 

Usage of St. Albert Transit 

 Six percent (6%) of respondents were highly likely (ratings of 4 or 5 out of 5) to take either the 
St. Albert Transit commuter route (to and from Edmonton) or the St. Albert local network 
(within St. Albert). 

 When asked what the primary purpose of their trip on the commuter route, nearly one-third of 
those who were likely to take this route (32%; n=43) said going to or from work, while over one-
quarter of respondents (26%) said going to or from school. Those who were likely to use the 
local network (n=33) most frequently indicated they were running a personal errand (55%). 
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Barriers to Using St. Albert Transit 

 Respondents were asked top-of-mind to provide the main reasons they do not use the St. Albert 
Transit commuter route either at all or more frequently. Nearly half of the respondents (47%) 
stated that it is inconvenient or that they prefer to use their own vehicle, followed by 17% who 
stated they do not travel to and from Edmonton. 

 Respondents were also asked to provide the main reasons they do not use the St. Albert Transit 
local network either at all or more frequently. More than half of the respondents (61%) stated 
that it is inconvenient or that they prefer to use their own vehicle, followed by 14% who stated 
it takes too long to get to and from Edmonton or that it takes too long to travel within St. Albert. 

 Respondents were read a list of eleven (11) common reasons why people do not use public 
transit and were asked to indicate whether or not each reason affects their decision to not use 
St. Albert Transit, either at all or more frequently. The rating scale was a 1 to 5 scale in which 1 
mean “does not affect my decision (is not a factor)” and 5 meant “strongly affects me decision 
(is a big factor).”  

 Over half of the respondents rated the following as a big factor (ratings of 4 or 5 out of 5) as to 
why they do not use St. Albert Transit, either at all or more frequently: 

o Freedom or independence driving (73% rated this as a big factor);  

o Level of convenience (63%);  

o Travel time (62%); and  

o Wait times (55%).  

 Conversely, less than one-quarter of the respondents rated the following as a big factor (ratings 
of 4 or 5 out of 5) as to why they do not use St. Albert Transit, either at all or more frequently: 

o Nowhere to park your vehicle (23% rated this as a big factor);  

o Cost of service (20%); and 

o Concerns about personal safety (14%). 

 When asked if they could think of any other reasons that affect their decision not to use St. 
Albert Transit, either at all or more frequently, over two-thirds of respondents (69%) did not 
provide any other reasons.  Six percent (6%) stated that St. Albert Transit is inconvenient and 
they prefer to drive, walk or cycle, in general. 

Perceived Value 

 Using a scale of 1 to 5 where 1 meant “not at all important” and 5 meant “very important” 
respondents were asked how important St. Albert Transit is to their household and to the City of 
St. Albert. Nearly three-quarters of respondents (74%) rated St. Albert Transit as important to 
the City (ratings of 4 or 5 out of 5). A much smaller proportion of respondents (15%) indicated 
that St. Albert Transit is important (ratings of 4 or 5 out of 5) to their household. 
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Increasing Ridership 

 When asked what the one thing, if anything, would be to encourage them to use St. Albert 
Transit, either at all or more frequently, nearly one-in-three respondents (30%) stated no 
factors. Most commonly respondents indicated if they were disabled, unable to drive, or did not 
have a vehicle, they would use St. Albert Transit more frequently (18%). 

Communication and Social Media 

 Respondents were asked where they would look if they needed information on St. Albert 
Transit. Nearly three-quarters of respondents (74%) cited the City website. 

 The majority of respondents (85%) have mobile access to the internet, while 15% do not. 

Suggestions for Improvement  

 When asked if they had any suggestions for improvement for St. Albert Transit, most commonly, 
respondents wanted to see improvements to the mobile app (6%). 
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2.0 PROJECT BACKGROUND 

In 2014, the City of St. Albert contracted Banister Research to conduct the 2015 Transit Non-Users 

Research. As part of the project, Banister Research conducted the following surveys: 

 General Population Telephone Survey (n=400). Age and gender quotas were established to 
ensure proper demographic representation of the City of St. Albert. The survey was conducted 
from April 16th to April 21st, 2015. 

o Results reflect a margin of error no greater than ±4.9% at the 95% confidence level, or 
19 times out of 20. 

o Calls were completed with residents who identified as infrequent or non-users of St. 
Albert Transit (i.e. those who reported using transit once a month or less).   

 Stakeholder Web-Based Survey (n=131). Respondents were able to complete the survey on the 
City of St. Albert transit website from April 15th to May 8th, 2015. A total of 131 residents 
completed the survey. 

Please Note: Due to the opt-in or self-select nature of web-based surveys, results cannot 
be generalized to the population of the City of St. Albert. 

This report outlines the results for the 2015 St. Albert Transit Non-Users General Population Telephone 

Survey. Results for the Web-Based Stakeholder version of the survey have been provided under a 

separate cover. 
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3.0  METHODOLOGY 

All components of the project were designed and executed in close consultation with the City of St. 

Albert (the Client). A detailed description of each task of the project is outlined in the remainder of this 

section. 

3.1 Project Initiation and Questionnaire Design 

At the outset of the project, all background information relevant to the study was identified and 

subsequently reviewed by Banister Research. The consulting team familiarized itself with the objectives 

of the Client, ensuring a full understanding of the issues and concerns to be addressed in the project. 

The result of this task was an agreement on the research methodology, a detailed work plan. and 

project initiation. 

Banister Research worked closely with the Client in designing the survey instrument. All draft versions 

were submitted the Client for review and approval. A copy of the final questionnaire is provided in 

Appendix A.  

3.2 Survey Population and Data Collection 

Telephone interviews were conducted from April 16th to April 21st, 2015 at the Banister Research Call 

Centre. A total of 400 surveys were completed with adult residents of the City of St. Albert who 

identified as infrequent or non-users of St. Albert Transit (i.e. those who reported using transit once a 

month or less). Results provide a margin of error no greater than ±4.9% at the 95% confidence level, or 

19 times out of 20. 

Age and gender quotas were established, as follows, to ensure proper demographic representation of 

St. Albert’s residents: To maximize the sample, up to five (5) call back attempts were made to each 

listing, prior to excluding it from the final sample. Busy numbers were scheduled for a call back every 

fifteen (15) minutes. Where there was an answering machine, fax, or no answer, the call back was 

scheduled for a different time period on the following day. The first attempts to reach each listing were 

made during the evening or on weekends. Subsequent attempts were made at a different time on the 

following day. 
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The following table presents the results of the final call attempts. Using the call summary standard 

established by the Market Research and Intelligence Association, there was an 11% response rate and a 

65% refusal rate. It is important to note that the calculation used for both response and refusal rates is a 

conservative estimate and does not necessarily measure respondent interest in the subject area.  

 

Summary of Final Call Attempts 

Call Classification: Number of Calls: 

Completed Interviews 400 

Busy/No Answer/Answering Machine 2,807 

Respondents Unavailable 218 

Refusals 879 

Fax/Modem/Business/Not-In-Service/Wrong Number 506 

Language Barrier/Communication Problem 16 

Disqualified/Quota Full (Age and/or Gender) 74 

Total 4,900 

At the outset of the fieldwork, all interviewers and supervisors were given a thorough step-by-step 

briefing to ensure the successful completion of telephone interviews. To ensure quality, at least 20% of 

each interviewer’s work was monitored by a supervisor on an on-going basis. 

The questionnaire was programmed into Banister Research’s Computer Assisted Telephone Interviewing 

(CATI) system. Using this system, data collection and data entry were simultaneous, as data was entered 

into a computer file while the interview was being conducted. Furthermore, the CATI system allowed 

interviewers to directly enter verbatim responses to open-ended questions. 
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3.3 Data Analysis and Project Documentation 

While data was being collected, Banister Research provided either a written or verbal progress report to 

the Client. After the questionnaires were completed and verified, all survey data was compiled into a 

computerized database for analysis. 

Data analysis included cross-tabulation, whereby the frequency and percentage distribution of the 

results for each question were broken down based on respondent characteristics and responses (e.g. 

length of residency, demographics, etc.). Statistical analysis included a Z-test to determine if there were 

significant differences in responses between respondent subgroups. Results were reported as 

statistically significant at the 95% confidence level.  

A list of responses to each open-ended question was generated by Banister Research. The lead 

consultant reviewed the list of different responses to each open-ended or verbatim question, after 

which a code list was established. To ensure consistency of interpretation, the same team of coders was 

assigned to this project from start to finish. The coding supervisor verified at least 10% of each coder’s 

work. Once the questionnaires were fully coded, computer programs were written to check the data for 

quality and consistency. All survey data was compiled into a computerized database for analysis. 

Utilizing SPSS analysis software, the survey data was reviewed to guarantee quality and consistency 

(e.g., proper range values and skip patterns). 

The detailed data tables have been provided under a separate cover. It is important to note that any 

discrepancies between charts, graphs, or tables are due to rounding of the numbers. 
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4.0 STUDY FINDINGS 

Results of the survey are presented as they relate to the specific topic areas addressed by the survey.  It 

is important to note that the data tables, under a separate cover, provide a detailed analysis of all 

survey findings. The reader should also note, when reading the report that the term significant refers to 

“statistical significance.” Only those respondent subgroups which reveal statistically significant 

differences at the 95% confidence level (19 times out of 20) have been included. Respondent subgroups 

that are statistically similar have been omitted from the presentation of findings. 

For the purposes of this survey, below is a list of neighbourhoods and their corresponding transit routes: 

 Routes A1, A2, A3 and A21 (Heritage Lakes, Grandin, Downtown, Tutor Glen) 

 Routes A4, A5, and A6 (Mission, Lacombe Park, Deer Ridge, North Ridge, Deerbourne, 
Dorchester West) 

 Routes A7 and A8 (Erin Ridge, Erin Ridge North Oakmont, Inglewood) 

 Routes A9 and A10 (Braeside, Woodlands, Kingswood, Forest Lawn, Sturgeon Heights, 
Parkwood, Ironwood, Arlington) 

 Routes A11, A12, and A13 (Akinsdale, Pineview).  
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4.1 Travel Habits  

To begin the survey, respondents were asked a series of questions about their travel habits. The 

majority of respondents (87%) reported never using St. Albert Transit for commuting, while 13% 

reported using St. Albert Transit once a month or less. See Figure 1, below. 

Figure 1 

 

Selected Sub-Segment Findings 

Respondents who were significantly more likely to use St. Albert Transit for commuting once a month or 

less included the following: 

 Females (17%) versus males (9%);  

 Those aged 16 to 34 (23%) versus those aged 35 to 54 (9%) or 55 or older (10%); 

 Those who rated St. Albert Transit as important to their household (22%) versus those who rated 
St. Albert Transit as unimportant to their household (12%); 

 Those whose highest education is high school (20%) versus those whose highest level of 
education is college (10%);  

 Those whose employment status is other than working full- or part-time (18%) versus those who 
are employed full-time (9%); and 

 Those who live on routes A9 and A10 (23%) versus those on routes A1, A2, A3 and A21 (10%) or 
those on A4, A5 and A6 (9%).  

  

13% 

87% 

0% 

20% 

40% 

60% 

80% 

100% 

Once a month or less Never 

How often do you use St. Albert Transit for communiting to work, school 
or another purpose? 

n=400 

Attachment 3



City of St. Albert                                           General Population Telephone Survey  
2015 St. Albert Transit Non-Users Survey                                                                                         Final Report 

 

12 

 

 

The majority of respondents (90%) had a Class 5 driver’s license, while 9% did not and 1% were unsure 

or did not respond. See Figure 2, below.  

Figure 2 

 

Selected Sub-Segment Findings 

Respondents who were significantly more likely to have a Class 5 driver’s license included the following: 

 Those aged 35 to 54 (97%) versus those aged 16 to 34 (83%) or 55 or older (89%); 

 Those who were not likely to take the local network route (92%) versus those who were likely 
(69%);  

 Those whose are employed full-time (94%) versus those who are employed part-time (85%); and 

 Those whose total annual household income is $150,000 or greater (97%) versus those whose 
total annual household income is less than $100,000 (90%). 
 

  

Do you have a Class 5 driver's license?  
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90% 

Not stated 
1% 

n=400 
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When asked how they primarily travel within St. Albert, the majority of respondents (87%) indicated 

they travel as a driver by personal vehicle. The majority of respondents (85%) also indicated that they 

travel to and from Edmonton by personal vehicle as a driver.  See Figure 3, below.  

Figure 3 

 

Other modes of transportation within St. Albert included:  

 School bus (1%);  

 Equally as a passenger and a driver (<1%);  

 Does not leave the house (<1%); and  

 Drives a work vehicle (<1%).  

Other modes of transportation to and from Edmonton included:  

 Public transit (1%);  

 Does not travel to and from Edmonton (1%);  

 Equally as a passenger and a driver (<1%);  

 Does not leave the house (<1%); and  

 Seniors transportation (e.g. Driving Miss Daisy).  
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Selected Sub-Segment Findings 

Respondents who were significantly more likely to primarily travel within St. Albert and to and from 

Edmonton by personal vehicle as a driver included the following: 

 Males versus females; 

 Those aged 35 to 54 versus those aged 16 to 34 or 55 or older; 

 Those who have a Class 5 driver ‘s license versus those who do not;  

 Those whose highest level of education is college and university or post graduate versus those 
whose highest level of education is high school; and  

 Those whose are employed full-time versus those who are employed neither full- nor part-time.  

 

Those who live on routes A4, A5 and A6 (90%) were also significantly more likely to primarily travel 

within St. Albert by personal vehicle as a driver versus those on routes A7 and A8 (79%).  

 

Respondents who were significantly more likely to primarily travel within St. Albert and to and from 

Edmonton by personal vehicle as a passenger included the following: 

 Females versus males; 

 Those aged 16 to 34 or 55 or older versus those aged 35 to 54; 

 Those who do not have a Class 5 driver‘s license versus those who do;  

 Those who were likely to take the local network versus those who were not likely to take the 
local network; 

 Those whose highest level of education is high school versus those whose highest level of 
education is college and university or post graduate; and  

 Those whose are employed part-time or neither full- or part-time versus those who are employed 
full-time.  

 

Respondents who were significantly more likely to primarily travel within St. Albert by personal vehicle 

as a passenger included the following: 

 Those whose total annual household income is between $100,000 and $150,000 (9%) versus 
those whose total annual household income is $150,000 or more (1%); and  

 Those who live on routes A7 and A8 (13%) versus those on A4, A5 and A6 (4%).  
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Respondents who were significantly more likely to primarily travel within St. Albert by walking included 

the following: 

 Females (6%) versus males (1%); 

 Those who were likely to take the commuter route (10%) versus those who were unlikely (3%);  

 Those who were likely to take the local network (15%) versus those who were unlikely (2%);  

 Those who rated St. Albert Transit as important to their household (10%) versus those who rated 
it as unimportant to their household (3%);  

 Those without children in their household (5%) versus those with children in their household 
(1%);and 

 Those who live on routes A1, A2, A3 and A21 (10%) versus those on routes A7 and A8 (2%).  

 

Respondents who were significantly more likely to primarily travel to and from Edmonton by personal 

vehicle as a passenger included the following: 

 Those who were likely to take the commuter route (21%) versus those who were not likely to 
take the commuter route (10%); 

 Those with children in their household (16%) versus those without children in their household 
(7%); and 

 Those who live on routes A7 and A8 (17%) versus those on routes A4, A5 and A6 (7%).  
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Next, respondents were asked in a typical week in March, 2015 how much of their total travel time was 

spent traveling within St. Albert, to and from Edmonton and/or outside of the region. The results were 

as follows: 

 The mean percentage of time spent traveling within St. Albert was 58.7%;  

 The mean percentage of time spent traveling to and from Edmonton was 33.0%; and  

 The mean percentage of time spent traveling outside of Edmonton/St. Albert area was 8.3%.   

See Figure 4, below.  

Figure 4 
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Selected Sub-Segment Findings 

Respondents who were significantly more likely to spend 100% of their time traveling within St. Albert 

included the following: 

 Females (10%) versus males (3%);  

 Those without a Class 5 driver’s license (22%) versus those with a Class 5 driver’s license (5%);  

 Those likely to take the local network (15%) versus those unlikely to take the local network (6%) 

 Those without children in their household (10%) versus those with children in their household 
(3%);  

 Those whose highest level of education is high school (12%) versus college (4%) and university or 
post graduate (5%); and 

 Those whose employment status is neither full- nor part-time (12%) versus those whose 
employment status is full-time (4%).   
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4.2  Usage of St. Albert Transit 

Using a 1 to 5 scale where 1 meant “not at all likely” and 5 meant “very likely” respondents were asked 

how likely they were to take both the St. Albert Transit commuter route (to and from Edmonton) and 

the St. Albert local network (within St. Albert). Six percent (6%) of respondents were highly likely (ratings 

of 4 or 5 out of 5) to take either the St. Albert Transit commuter route (to and from Edmonton) or the St. 

Albert local network (within St. Albert). See Figure 5, below.  

Figure 5 
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Selected Sub-Segment Findings 

Respondents who were significantly more likely to take the commuter route and the local network 

included the following: 

 Those aged 16 to 34 versus those aged 35 to 54; 

 Those without a Class 5 driver’s license versus those with a Class 5 driver’s license;  

 Those likely to take the local network versus those unlikely to take the local network; and 

 Those whose highest level of education is high school versus college and university or post 
graduate. 

 

Respondents who were significantly more likely to take the commuter route included the following: 

 Those who rated St. Albert Transit as important to their household (13%) versus those who rated 
it as unimportant (5%); and  

 Those who live on routes A9 and A10 (13%) versus those on routes A4, A5 and A6 (4%).  

 

Respondents who were significantly more likely to take the local network included the following: 

 Those who rated St. Albert Transit as important to the City (7%) versus those who rated it as 
unimportant (1%);  

 Those who are employed part-time (17%) versus those who are employed full-time (3%) or 
neither full- not part-time (6%); 

 Those whose total annual household income was between $100,000 and less than $150,000 
(13%) versus those whose total annual household income was less than $100,000 (2%) or 
$150,000 or greater (2%); and 

 Those who live on routes A7 and A8 (10%) versus those on routes A9 and A10 (2%).  
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When asked what the primary purpose of their trip on the commuter route, nearly one-third of those 

who were likely (ratings of 4 or 5 out of 5) to take this route (32%; n=43) said going to or from work, 

while over one-quarter of respondents (26%) said going to or from school. Those who were likely 

(ratings of 4 or 5 out of 5) to use the local network (n=33) most frequently indicated they were running a 

personal errand (55%). See Figure 6, below.    

Figure 6 
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4.3  Barriers to Using St. Albert Transit 

Respondents were asked top-of-mind to provide the main reasons they do not use the St. Albert Transit 

commuter route either at all or more frequently. Nearly half of the respondents (47%) stated that it is 

inconvenient or that they prefer to use their own vehicle, followed by 17% who stated they do not travel 

to and from Edmonton. See Table 1, below.   

Table 1 

Top-of-mind, what are the main reasons you do not use the St. Albert Transit commuter route either 
at all or more frequently? 

 
Percent of Respondents* 

(n=400) 

Inconvenient/owns a vehicle/prefer to use own vehicle 47 

Do not travel to/from Edmonton/no need for it/does not use transit  17 

Takes too long to get to/from Edmonton/within St. Albert 12 

Poor routes/lack of direct routes/poor connections 12 

Infrequent service/poor scheduling 7 

Need vehicle for work 5 

Prefer to get rides from family/friends 5 

Poor hours of service/poor service during off peak hours 4 

Transit is too expensive/driving is cheaper 3 

Dislikes waiting for the bus/taking public transit 3 

Other (2% of respondents or less) 12 

Don’t Know/No Response 1 

*Multiple responses  
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Respondents were also asked to provide the main reasons they do not use the St. Albert Transit local 

network either at all or more frequently. More than half of the respondents (61%) stated that it is 

inconvenient or that they prefer to use their own vehicle, followed by 14% who stated it takes too long 

to get to and from Edmonton, or that it takes too long to travel within St. Albert. See Table 2, below.   

Table 2 

Top-of-mind, what are the main reasons you do not use the St. Albert Transit local network either at 
all or more frequently? 

 
Percent of Respondents* 

(n=400) 

Inconvenient/owns a vehicle/prefer to use own vehicle 61 

Takes too long to get to/from Edmonton/within St. Albert 14 

Would prefer to walk/easier/faster to walk 6 

Poor routes/lack of direct routes/poor connections 6 

Infrequent service/poor scheduling 5 

Do not travel to/from Edmonton/no need for it/does not use transit  4 

Lack of information regarding schedules/fares 3 

Dislikes waiting for the bus/taking public transit 3 

Other (2% of respondents or less) 15 

None/no reason <1 

Don’t Know/No Response 2 

*Multiple responses  
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Respondents were then read a list of eleven (11) common reasons people do not use public transit and 

were asked to indicate whether or not each reason affects their decision to not use St. Albert Transit, 

either at all or more frequently. The rating scale was a 1 to 5 scale in which 1 mean “does not affect my 

decision (is not a factor)” and 5 meant “strongly affects my decision (is a big factor).”  

Over half of the respondents rated the following as a big factor (ratings of 4 or 5 out of 5) as to why they 

do not use St. Albert Transit, either at all or more frequently: 

 Freedom or independence of driving (73% rated this as a significant factor);  

 Level of convenience (63%);  

 Travel time (62%); and  

 Wait times (55%).  

Conversely, less than one-quarter of the respondents rated the following as a big factor (ratings of 4 or 5 

out of 5) as to why they do not use St. Albert Transit, either at all or more frequently: 

 Nowhere to park your vehicle (23% rated this as a significant factor);  

 Cost of service (20%); and 

 Concerns about personal safety (14%).  

See Figure 7, on the following page, and Table 3, on page 25 for a detailed breakdown of responses.  
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Figure 7 
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Table 3 

Please indicate whether each reason affects your decision to not use St. Albert Transit, either at all or more frequently 

 

Percent of Respondents 

(n=400) 

(5) Strongly 
affects my 
decision  

(4) (3) (2) 
(1) Does not affect 

my decision 
Don’t Know Mean (out of 5) 

Freedom or independence driving  63 9 6 3 18 1 3.99 

Level of convenience 50 13 9 5 23 <1 3.62 

Travel time  45 17 7 5 25 1 3.50 

Wait times  38 18 13 6 24 2 3.40 

Transfers or having to take multiple buses 36 13 11 5 33 2 3.15 

Does not travel to my desired destination  34 7 10 7 39 3 2.90 

Reliability  20 12 18 7 39 5 2.64 

Unfamiliarity with bus routes  21 9 16  9 44 1 2.54 

Cost of service 12 8 17 14 45 4 2.25 

Nowhere to park your vehicle  15 8 10 8 59 2 2.11 

Concerns about personal safety  9 5 8 9 69 1 1.76 
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Selected Sub-Segment Findings 

Respondents who were significantly more likely to rate “nowhere to park your vehicle” as a high factor 

why they do not use public transportation included the following: 

 Those who were likely to take the commuter route (36%) versus those who were unlikely (21%); 

 Those who were likely to take the local network (38%) versus those who were unlikely (21%); 

 Those who rated St. Albert Transit as important to the City (26%) versus those who rated it as 
unimportant (14%);  

 Those with children in their household (30%) versus those without children in their household 
(18%); and 

 Those who are employed part-time (38%) versus those who are employed full-time (21%) or 
neither full- nor part-time (19%).  

 

Respondents who were significantly more likely to rate “freedom or independence of driving” as a high 

factor why they do not use public transportation included the following: 

 Those with a Class 5 driver’s license (76%) versus those without (38%);  

 Those who were unlikely to take the local network route (76%) versus those who were likely 
(47%); and 

 Those who live on routes A9 and A10 (77%) and A11, A12 and A13 (84%) versus those on routes 
A7 and A8 (61%).  

 

Respondents who were significantly more likely to rate “level of convenience” as a high factor why they 

do not use public transportation included the following: 

 Those who have lived in St. Albert between 6 and 10 years (83%) versus those who have lived in 
St. Albert for 5 years or less (55%) or 11 years or more (61%); 

 Those who were likely to take the commuter route (77%) versus those who were unlikely (61%);  

 Those whose highest level of education is college (68%) or university or post graduate (69%) 
versus those whose highest level of education is high school (47%);  

 Those who are employed part-time (74%) versus those who are employed neither full- nor part-
time (58%); and 

 Those who live on routes A1, A2, A3 and A21 (69%) and A11, A12 and A13 (78%) versus those on 
routes A7 and A8 (52%).  
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Respondents who were significantly more likely to rate “reliability” as a big factor why they do not use 

public transportation included the following: 

 Females (38%) versus males (24%);  

 Those whose total annual household income was less than $100,000 (45%) versus those whose 
total annual household income was $150,000 or greater (25%); and 

 Those who live on routes A11, A12 and A13 (53%) versus those on routes A7 and A8 (19%) and 
routes A4, A5 and A6 (29%).   
 

Respondents who were significantly more likely to rate “travel time” as a big factor why they do not use 

public transportation included the following: 

 Those aged 16 to 34 (77%) versus those aged 35 to 54 (58%) and 55 or older (53%);  

 Those who have lived in St. Albert for 5 years or less (72%) or between 6 and 10 years (74%) 
versus those who have lived in St. Albert for 11 years or more (58%); 

 Those with a Class 5 driver’s license (65%) versus those without (32%);  

 Those who were unlikely to take the local network (64%) versus those who were likely (43%);  

 Those who rated St. Albert Transit as unimportant to the City (72%) versus those who rated it 
important (58%);  

 Those without seniors in their household (66%) versus those with seniors in their household 
(49%);  

 Those with children in their household (73%) versus those without children in their household 
(53%); 

 Those whose highest level of education is college (67%) or university or post graduate (66%) 
versus those whose highest level of education is high school (48%);  

 Those whose employment status is working part-time (75%) versus those who neither work full- 
nor part-time (55%); and 

 Those who live on routes A4, A5 and A6 (72%) versus those on routes A1, A2, A3 and A21 (56%) 
and routes A7 and A8 (48%).   
 

Respondents who were significantly more likely to rate “wait times” as a big factor why they do not use 

public transportation included the following: 

 Those aged 16 to 34 (67%) versus those aged 35 to 54 (50%) and 55 or older (52%);  

 Those who were likely to take the commuter route (69%) versus those who were unlikely (53%); 
and 

 Those who rated St. Albert Transit as important to their household (70%) versus those who rated 
it as unimportant (53%). 
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Respondents who were significantly more likely to rate “cost of service” as a big factor why they do not 

use public transportation included the following: 

 Those without a Class 5 driver’s license (35%) versus those with (18%); 

 Those who rated St. Albert Transit as important to their household (30%) versus those who rated 
it as unimportant (18%);and 

 Those whose total annual household income was less than $100,000 (27%) or between $100,000 
and less than $150,000 (19%) versus those whose total annual household income was $150,000 
or greater (8%). 
 

Respondents who were significantly more likely to rate “unfamiliarity with bus routes” as a big factor 

why they do not use public transportation included the following: 

 Those who have lived in St. Albert for 5 years or less (46%) versus those who have lived in St. 
Albert between 6 and 10 years (18%) or 11 years or more (29%); 

 Those whose highest level of education is high school (41%) versus those whose highest level of 
education is college (25%) or university or post graduate (28%);and 

 Those whose employment status is neither full- no part-time (41%) versus those whose 
employment status is full-time (21%). 
 

Respondents who were significantly more likely to rate “does not travel to my desired destination” as a 

big factor why they do not use public transportation included the following: 

 Those who rated St. Albert Transit as unimportant to the City (57%) versus those who rated in 
important (36%); 

 Those whose total annual household income was less than $100,000 (48%) or $150,000 or 
greater (48%) versus those whose total annual household income was between $100,000 and 
less than $150,000 (33%); and  

 Those who lived on routes A1, A2, A3 and A21 (49%) or A4, A5 and A6 (47%) versus those on 
routes A7 and A8 (31%).  
 

Respondents who were significantly more likely to rate “transfers or having to take multiple buses” as a 

big factor why they do not use public transportation included the following: 

 Females (56%) versus males (42%);  

 Those aged 16 to 34 (60%) versus those aged 35 to 54 (45%) and 55 or older (45%);  

 Those who have lived in St. Albert for 5 years or less (63%) versus those who have lived in St. 
Albert for 11 years or more (45%); 

 Those with a Class 5 driver’s license (52%) versus those without (28%);  

 Those with children in their household (55%) versus those without children in their household 
(45%); 

 Those whose total annual household income was $150,000 or greater (60%)versus those whose 
total annual household income was between $100,000 and less than $150,000 (45%); and  

 Those who lived on routes A4, A5 and A6 (60%) versus those on routes A7 and A8 (42%) and 
routes A11, A12 and A13 (34%). 
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Respondents who were significantly more likely to rate “concerns about personal” as a big factor why 

they do not use public transportation included the following: 

 Those whose employment status is part-time (29%) versus those whose employment status is 
full-time (11%) or neither full- nor part-time (12%) and 

 Those who lived on routes A1, A2, A3 and A21 (19%) and routes A7 and A8 (20%) versus those on 
routes A9 and A10 (6%). 
 

When asked if they could think of any other reasons that affect their decision not to use St. Albert 

Transit, either at all or more frequently, over two-thirds of respondents (69%) did not state any other 

reasons.  Six percent (6%) stated that St. Albert Transit is inconvenient and they prefer to drive, walk or 

cycle, in general.  See Table 4, below.  

Table 4 

Can you think of any other reasons that affect your decision not to use St. Albert Transit, either at all 
or more frequently? 

 
Percent of Respondents* 

(n=400) 

No other reasons   69 

Yes; specify  31 

Inconvenient/prefer/easier to drive/walk/cycle (in general) 6 

Poor routes/lack of direct routes/poor connections 4 

Never had to use public transit 3 

Poor timing/scheduling/infrequent service 2 

Cost of service/would use if it was free 2 

Long walk to the bus stop/not enough bus stops 2 

Travels to multiple destinations in one visit 2 

Enjoy their independence/freedom/not on someone else’s schedule  2 

Other (1% of respondents or less) 15 

Don’t Know/No Response 1 

*Multiple responses   
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4.4 Perceived Value 

Using a scale of 1 to 5 where 1 meant “not at all important” and 5 meant “very important” respondents 

were asked how important St. Albert Transit is to their household and to the City of St. Albert. Fifteen 

percent (15%) of respondents indicated that St. Albert Transit is important (ratings of 4 or 5 out of 5) to 

their household, while nearly three-quarters of respondents (74%) rated St. Albert Transit as important 

to the City. See Figure 8, below.  

Figure 8 
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Selected Sub-Segment Findings 

Respondents who were significantly more likely to rate St. Albert Transit as important to their household 

included the following: 

 Those who were likely to take the commuter route (29%) versus those who were unlikely (13%); 

 Those who were likely to take the local network (30%) versus those who were unlikely (13%); 

 Those who rated St. Albert Transit as important to the City (18%) versus those who rated it as 
unimportant (7%);  

 Those without seniors in their household (18%) versus those with seniors in their household (7%); 
and 

 Those who lived on routes A1, A2, A3 and A21 (22%) and routes A11, A12 and A13 (24%) versus 
those on routes A4, A5 and A6 (10%). 
 

Respondents who were significantly more likely to rate St. Albert Transit as important to the City of St. 

Albert included the following: 

 Females (80%) versus males (69%);  

 Those who have lived in St. Albert for 5 years or less (94%) versus those who have lived in St. 
Albert between 6 and 10 years (70%) or 11 years or more (72%);  

 Those without a Class 5 driver’s license (89%) versus those with (73%);  

 Those who were likely to take the local network (91%) versus those who were unlikely (73%); 

 Those who rated St. Albert Transit as important to their household (88%) versus those who rated 
it as unimportant (72%);  

 Those whose highest level of education is college (82%) versus those whose highest level of 
education is university or post graduate (69%);  

 Those who are employed part-time (93%) versus those who are employed full-time (73%) or 
neither full- nor part-time (68%);  

 Those whose total annual household income was between $100,000 and $150,000 (85%) versus 
those whose total annual household income was less than $100,000 (73%) or $150,000 or 
greater (70%); and   

 Those who lived on routes A7 and A8 (90%) versus those on routes A1, A2, A3 and A21 (55%), 
routes A4, A5 and A6 (74%), and routes A9 and A10 (73%).  
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4.5 Increasing Ridership 

When asked what the one thing, if anything, would be to encourage them to use St. Albert Transit, 

either at all or more frequently, nearly one-in-three respondents (30%) stated there were no factors. 

Most commonly respondents indicated if they were disabled, unable to drive, or did not have a vehicle, 

they would use St. Albert Transit more frequently (18%). See Table 5, below.  

Table 5 

What is the one thing, if anything, that would encourage you to use St. Albert Transit, either at all or 
more frequently? 

 
Percent of Respondents* 

(n=400) 

Nothing/no factors that would encourage me to use it  30 

Yes; specify  67 

Would use if disabled/unable to drive/did not have a vehicle 18 

Better routes/more direct routes/better connections 10 

More frequent service/better scheduling (in general) 8 

Cheaper fares/lower cost for bus passes 7 

Completion of St. Albert LRT service/LRT service to Edmonton 6 

Better/more parking/park and ride 4 

More commuter routes/more routes to Edmonton 4 

More knowledge on scheduling fares/routes 3 

Better/reliable hours of service (e.g. evenings, holidays, weekends) 3 

Other (2% of respondents or less) 15 

Don’t Know/No Response 3 

*Multiple responses 
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4.6 Communication and Social Media 

In the next section of the survey, respondents were asked where they would look if they needed 

information on St. Albert Transit. Nearly three-quarters of respondents (74%) cited the City website. See 

Table 6, below.  

Table 6 

Thinking top-of-mind, where would you look if you needed information on St. Albert Transit? 

 
Percent of Respondents* 

(n=400) 

City website (www.stalbert.ca/getting-around/stat-transit/)   74 

St. Albert Transit (stAT Customer Service Office) 12 

Internet search (in general)  12 

Ride Guide (book of bus schedules) 9 

Telephone (unspecified) 5 

Phone book 3 

Mobile app/Next Bus 2 

Schedules/maps/phone numbers at bus stops/stations 2 

Word-of-mouth/family/friends 2 

Other (1% of respondents or less) 4 

Don’t Know/No Response 3 

*Multiple responses 
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The majority of respondents (85%) have mobile access to the internet, while 15% do not. See Figure 9, 

below.  

                      Figure 9 

 

Selected Sub-Segment Findings 

Respondents who were significantly more likely to have mobile access to the internet included the 

following: 

 Those aged 16 to 34 (100%) and 35 to 54 (90%) versus those aged 55 or older (68%);  

 Those without seniors in their household (92%) versus those with seniors (66%);  

 Those with children in their household (94%) versus those without children (78%); 

 Those who are employed full-time (94%) versus those who are employed part-time (83%) or 
neither full- nor part-time (74%); and 

 Those whose total annual household income was between $100,000 and $150,000 (91%) or 
$150,000 or greater (96%) versus those whose total annual household income was less than 
$100,000 (71%). 

  

Do you have mobile access to the internet? 

Yes 
85% 

n=400 
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4.7 Suggestions for Improvement and Final Comments  

When asked if they had any suggestions for improvement for St. Albert Transit, one-third of respondents 

(33%) provided feedback. Most commonly, respondents wanted to see improvements to the mobile app 

(6%). See Table 7, below. 

Table 7 

Do you have any suggestions for improvement for St. Albert Transit? 

 
Percent of Respondents* 

(n=400) 

No suggestions    65 

Yes; specify  33 

Improve mobile app 6 

Need to have LRT service to/from St. Albert/link service with LRT 4 

Do not need to use large buses/only use large buses for busier 
times/commuter routes 

3 

Lack of parking/improve park and ride 3 

Improve frequency of service/scheduling 2 

Better hours of service (e.g. evenings, weekends, holidays 2 

More/better collaboration with/connections to/from Edmonton 2 

Not enough people use the service/buses are empty 2 

Ensure service is reliable (e.g. buses being on time) 2 

Better access to/more information on schedules/routes 2 

More advertising/awareness of transit service 2 

Other (1% of respondents or less) 12 

Don’t Know/No Response 2 

*Multiple responses 
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Finally, when asked if they had any final comments regarding any of the topics in this service, 15% of 

respondents provided comments. Most commonly, respondents indicated satisfaction with transit 

services (5%). See Table 8, below. 

Table 8 

Do you have any final comments regarding any of the topics in this service? 

 
Percent of Respondents* 

(n=400) 

No other comments  85 

Yes; specify  15 

Satisfied with transit services/important/valuable service 5 

Improve parking/more park and ride 1 

Should merge transit services with Edmonton/more routes to Edmonton 1 

St. Albert needs LRT service 1 

Need to improve services for seniors/disabled 1 

Need to lower costs/fares 1 

Not enough people use the service/buses are empty 1 

Transit needs to be more accessible/user-friendly (in general) 1 

Improve frequency of service/scheduling 1 

Do not personally use public transit 1 

Dissatisfied with survey (in general)  1 

More/better routes <1 

Satisfied with survey (in general) <1 

Ensure service is reliable (e.g. buses being on time) <1 

Other (single mentions) 3 

*Multiple responses 
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4.8 Demographics 

Tables 9, 10, and 11 below, and on the following pages, demonstrate the demographic breakdown of 

the residents surveyed in 2015. 

Table 9 

 

Percent of Respondents 

(n=400) 

Gender 

Male 48 

Female 52 

Age 

16 to 34 28 

35 to 54 35 

55 and older 35 

Mean 48.5 years of age 

How long have you lived in the City of St. Albert? 

Less than 1 year 2 

1 to 5 years 11 

6 to 10 years 11 

11 to 20 years 37 

More than 20 years 39 

Mean 20.5 years 

Percent of Households with at Least One (1) Person in Each Age Group 

12 years of age or younger 28 

13 to 17 years of age 25 

18 to 44 years of age 60 

45 to 64 years of age 57 

65 years of age or older 28 

Mean Household Size 3.1 people 

  What is your employment Status? 

Working full time 47 

Working part time 14 

Student  5 

Retired 25 

Homemaker 3 

Not employed 6 

Don’t Know/Not Stated 1 
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Table 10 

 

Percent of Respondents 

(n=400) 

What is the highest level of education you have achieved to date? 

Less than high school 8 

Graduated high school 16 

Some or completed technical or vocational school 10 

Some or completed college 21 

Some or completed university 36 

Post-graduate 8 

Don’t Know/Not Stated 2 

Which neighbourhood do you live in? 

Lacombe Park 12 

Erin Ridge 11 

Deer Ridge 11 

Grandin 9 

North Ridge 8 

Akinsdale 7 

Oakmont 7 

Heritage Lakes 5 

Braeside 4 

Forest Lawn 4 

Kingswood 4 

Sturgeon Heights 4 

Erin Ridge North 3 

Woodlands 3 

Pineview 3 

Erin Ridge North 3 

Mission 2 

Inglewood 1 

Downtown <1 

Other 1 

Don’t Know/Not Stated  2 

Do you work for the City of St. Albert? 

Yes 2 

No 98 
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Table 11 

 
Percent of Respondents 

(n=400) 

Into which category would you place your total household income, before taxes, in 2014? 

Less than $50,000 7 

$50,000 to less than $75,000 8 

$75,000 to less than $100,000 12 

$100,000 to less than $125,000 11 

$125,000 to less than $150,000 10 

$150,000 to less than $175,000 11 

$175,000 to less than $200,000 4 

$200,000 or more  14 

Don’t Know/Not Stated 23 
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Introduction 

Hello, my name is ________ with Banister Research, a professional research company. We have been contracted 
to conduct a survey on behalf of the City of St. Albert to ask your opinions about public transportation in St. 
Albert. Your household has been randomly dialed to participate in this study.  I would like to assure you that we 
are not selling or promoting anything and that all your responses will be kept completely anonymous. Your 
views are very important to the successful completion of this study and will be used to evaluate and improve St. 
Albert Transit. The survey will take approximately 10 to 15 minutes to complete. 

[Interviewer Note: If residents have questions about the study they can be referred to Will Steblyk, Manager of 
Planning & Customer Service, at wsteblyk@stalbert.ca, or (780) 418-6024. 

Web Landing Page 

The City of St. Albert is interested in gathering your thoughts and opinions about public transportation in St. 
Albert. Your views are very important to this study. 

All responses will be collected and analyzed by Banister Research to ensure confidentiality of your feedback and 
the objectivity of the analysis. All information will be reported in aggregate form; responses will NOT be 
reported in a manner that identifies any individual. 

If you encounter any difficulties accessing the survey, please contact Christine Mendonca at Banister Research,  
cmendonca@banister.ab.ca, or by phone, at (780) 451-4444. If you have any questions or concerns about the 
survey, please contact Will Steblyk, Manager of Planning & Customer Service, at wsteblyk@stalbert.ca, or by 
phone at (780) 418-6024. 

A. [TELEPHONE ONLY] Do you live within the St. Albert City limits? 

1. Yes 
2. No    THANK AND TERMINATE 
F5 (Don’t Know)   THANK AND TERMINATE 

B. [TELEPHONE ONLY] For this study, I need to speak to a [ALTERNATE: Male/Female] in your household who 
is 16 years of age or older. Is there someone available I can speak with? 

3. Yes, speaking   Continue 
4. Yes, I’ll get him/her  Repeat introduction and continue 
5. No, later   Arrange callback and record first name of selected respondent 
6. No, refused   Thank and terminate 

C.  [WEB ONLY] Do any of the following descriptions apply to yourself? Please select all that apply. 

7. City of St. Albert Resident 
8. Member of an organization that represents/advocates on behalf of community interests 
9. Member of an organization that advocates for active transportation modes such as cycling or walking 
10. Member of an organization that represents business and/or commercial interests 
11. Other; please specify: ________________________________________________ [RECORD VERBATIM] 
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D. How often do you use St. Albert Transit for commuting to work or school, or for another purpose such as 
shopping or visiting a friend? This does not include use for special events, such as the rodeo or farmer’s 
market. [MANDATORY] 

12. More than once a month [PHONE ONLY: THANK AND TERMINATE] 
13. Once a month or less 
14. Never 

 
 TELEPHONE: “I’m sorry, but we are looking to speak with those who use St. Albert Transit less often, 
in order to find out what would encourage them to ride more often. Is there anyone else in the 
household at least 16 years of age who uses St. Albert Transit once a month or less?”  Repeat 
introduction with new respondent 

E. To ensure that we get proper representation from all age groups, could you please tell me in what year you 
were born? [WEB: In what year were you born?] 

_______  RECORD YEAR OF BIRTH – CONVERT TO AGE 
 
15. 16 to 34 years of age [n=30 minimum] 
16. 35 to 64 years of age [n=30 minimum] 
17. 65+ years of age [n=30 minimum] 

F. GENDER [TELEPHONE – DO NOT READ; 60/40 QUOTAS EITHER WAY] 

18. Male 
19. Female 
20. Prefer not to say 
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Section 1: Travel Habits 

a. Do you have a Class 5 driver’s license? 

21. Yes 
22. No 
F5.  (Don’t Know/Not Stated) 

b. How do you primarily travel [INSERT A/B]? [DO NOT READ, SINGLE RESPONSE FOR EACH A/B] 

23. By personal vehicle – as a driver 
24. By personal vehicle – as a passenger 
25. By cab or taxi 
26. Walking 
27. Cycling 
28. Other; specify: _____________ [RECORD VERBATIM] 
F5.  (Don’t Know/Not Stated) 

a) Within St. Albert 
b) To and from Edmonton 

c. In a typical week in March 2015, approximately how much of your total travel time would you say you 
spent traveling in each of the following areas [INSERT A-C]? Please keep in mind that a typical week does not 
include weeks like Spring Break, vacations, or other events that do not occur regularly in your day-to-day 
life. [Interviewer Note: Convert fractions to percentages – e.g., one-third  33%] 

29. _______ % [RECORD PERCENTAGE FOR EACH – TOTAL SHOULD ADD TO 100%] 
F5.  (Don’t Know/Not Stated) 

a) Within St. Albert 
b) To and from Edmonton 
c) Outside of Edmonton/ St. Albert area 
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Section 2: Usage of St. Albert Transit 

d. Using a scale of 1 to 5, where 1 means “not at all likely” and 5 means “very likely,” how likely would you be 
to take [INSERT A/B]? 

30. Not at all Likely 
31. … 
32. … 
33. … 
34. Very Likely 
35. Don’t Know 

d) The St. Albert Transit commuter route (to/from Edmonton) 
e) The St. Albert Transit local network (within St. Albert) 

***FOR EACH RATING OF 3 OR HIGHER, ASK Q5 AND Q6. IF BOTH Q4A AND Q4B = 1,2, 
OR DK, SKIP TO Q7*** 

e. [ASK FOR EACH A/B IN Q4 IF RATINGS OF 3, 4, OR 5]  What would be the primary purpose of your trip on 
the [INSERT: commuter route/local network]? [SINGLE RESPONSE] 

36. Going to/from work 
37. Going to/from school (i.e., high school, post-secondary) 
38. Going to a special event (e.g., sporting event, concert, etc.) 
39. Going to an appointment (e.g., doctor, dentist, etc.) 
40. Running a personal errand (e.g., groceries, other shopping, etc.) 
41. Traveling to see a friend or family member 
42. Other; specify: ____________________ [RECORD VERBATIM] 
F5.  (Don’t Know/Not Stated) 

f. [ASK FOR EACH A/B IN Q4 IF RATINGS OF 3, 4, OR 5]  What is the location you would most likely be 
traveling to for your trip on the [INSERT: commuter route/local network]? Please specify the name of the 
location (e.g., University of Alberta), as well as the street address, if possible. [SINGLE RESPONSE – BOTH 
NAME OF LOCATION AND ADDRESS, IF POSSIBLE] 

43. Name of location: _______________ [RECORD VERBATIM] 
44. Street Address or Landmark (if possible): _______________ [RECORD VERBATIM] 
F5.  (Don’t Know/Not Stated) 
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Section 3: Barriers to Using St. Albert Transit 

g. [ASK ALL] Top-of-mind, what are the main reasons you do not use [INSERT A/B], either at all or more 
frequently?  [MULTIPLE RESPONSES] 

45. Other; specify: ____________________ [RECORD VERBATIM] 
F5.  (Don’t Know/Not Stated) 

f) The St. Albert Transit commuter route (to/from Edmonton) 
g) The St. Albert Transit local network (within St. Albert) 

h. The following list includes many of the reasons people do not use public transportation. For each, please 
indicate whether or not each reason affects your decision to not use St. Albert Transit, either at all or 
more frequently. Use a scale of 1 to 5, where 1 means “does not affect my decision” and 5 means “strongly 
affects my decision.”  

46. Does not affect my decision (is not a factor) 
47. … 
48. … 
49. … 
50. Strongly affects my decision (is a big factor) 
F5.  (Don’t Know/Not Stated) 

h) Nowhere to park your vehicle (i.e., no “Park n’ Ride”) 
i) Freedom or independence of driving 
j) Level of convenience 
k) Reliability 
l) Travel time 
m) Wait times 
n) Cost of service 
o) Unfamiliarity with bus routes 
p) Does not travel to my desired destination 
q) Transfers or having to take multiple buses 
r) Concerns about personal safety 

i. Can you think of any other reasons that affect your decision not to use St. Albert Transit, either at all or 
more frequently? 

51. Yes; specify: ____________________ [RECORD VERBATIM] 
52. No other reasons 
F5.  (Don’t Know/Not Stated) 
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Section 4: Perceived Value 

j. Using a scale of 1 to 5, where 1 means “not at all important” and 5 means “very important,” how important 
is St. Albert Transit [INSERT A/B]?  

53. Not at all important 
54. … 
55. … 
56. … 
57. Very important 
F5.  (Don’t Know/Not Stated) 

s) To your household 
t) To the City of St. Albert 

Section 5: Increasing Ridership 

k. What is the one thing, if anything, that would encourage you, personally, to use St. Albert Transit, either at 
all or more frequently?  [MULTIPLE RESPONSES] 

58. ____________________ [RECORD VERBATIM] 
59. Nothing/no factors that would encourage me to use it 

F5.  (Don’t Know/Not Stated) 

Section 6: Communications and Social Media 

l. Thinking top-of-mind, where would you look if you needed information on St. Albert Transit (e.g., bus times, 
fares, or routes)? [DO NOT READ; MULTIPLE RESPONSES] 

60. City website (www.stalbert.ca/getting-around/stat-transit/)  
61. Ride Guide (book of bus schedules 
62. St. Albert Transit (StAT) Customer Service Office 
63. Other; specify: ____________________ [RECORD VERBATIM] 
F5.  (Don’t Know/Not Stated) 

m. Do you have mobile access to the internet? 

64. Yes 
65. No 
F5.  (Don’t Know/Not Stated) 
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Section 7: Suggestions for Improvement and Final Comments 

n. Do you have any suggestions for improvement for St. Albert Transit? 

66. Yes; specify: ____________________ [RECORD VERBATIM] 
67. No suggestions 
F5.  (Don’t Know/Not Stated) 

o. Do you have any final comments regarding any of the topics in this survey? 

68. Yes; specify: ____________________ [RECORD VERBATIM] 
69. No other comments 
F5.  (Don’t Know/Not Stated) 

Section 8: Respondent Demographics 

In order for us to better understand the different views and needs of residents, the next few questions allow us 
to analyze the data into sub-groups. I would like to assure you that nothing will be recorded to link your answers 
with you or your household. 

p. How long have you lived in the City of St. Albert? 

70. ________  [RECORD NUMBER OF YEARS] 
F5.  (Don’t Know/Not Stated) 

q. Including yourself, how many people in each of the following age groups live in your household?  How many 
are [READ LIST – RECORD NUMBER FOR EACH CATEGORY] 

71. Under 13 years old 
72. Between 13 and 17 years old 
73. Between 18 and 44 years old 
74. Between 45 and 64 years old 
75. 65 years of age or older 
F5.  (Don’t Know/Not Stated) 

r. What is the highest level of education you have achieved to date?  [READ LIST IF NECESSARY] 

76. Less than high school 
77. Graduated high school 
78. Some or completed technical or vocational school 
79. Some or completed college 
80. Some or completed university 
81. Post graduate 
F5.  (Don’t Know/Not Stated) 
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s. What is your employment status? 

82. Working full-time, including self-employment 
83. Working part-time, including self-employment 
84. Student 
85. Retired 
86. Homemaker 
87. Not employed 
F5.  (Don’t Know/Not Stated) 

t. Into which of the following categories would you place your total household income, before taxes, for 2014? 

88. Less than $50,000 
89. $50,000 to less than $75,000 
90. $75,000 to less than $100,000 
91. $100,000 to less than $125,000 
92. $125,000 to less than $150,000 
93. $150,000 to less than $175,000 
94. $175,000 to less than $200,000 
95. $200,000 or more 
96. Prefer not to say 
F5.  (Don’t Know/Not Stated) 

u. Which neighbourhood do you live in?

97. Akinsdale 
98. Braeside 
99. Deer Ridge 
100. Downtown 
101. Erin Ridge 
102. Erin Ridge North 
103. Forest Lawn 
104. Grandin 
105. Heritage Lakes 
106. Inglewood 
107. Jensen Lakes 
108. Kingswood 
109. Lacombe Park 
110. Mission 
111. North Ridge 
112. Oakmont 
113. Pineview 
114. Riverside 
115. South Riel 
116. Sturgeon Heights 
117. Woodlands 
118. Other; specify: _____________________ [RECORD VERBATIM] 
F5.  (Don’t Know/Not Stated) 
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v. Finally, do you work for the City of St. Albert? 

119. Yes 
120. No 
F5.  (Don’t Know/Not Stated) 

 

That’s all of the questions I have.  Your feedback is greatly appreciated and on behalf of the City of St. Albert 
we would like to thank you for your time and co-operation. 
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Local Transit Route Restructuring Advisory Committee 
Terms of Reference  

 
 

The Opportunity 
 
St. Albert Transit (StAT), in essence, operates two separate transit systems:  

i) a commuter route network designed to deliver transit passengers to key 
destinations in Edmonton and  

ii) a local transit network operating within the boundaries of the City of St. Albert, 
designed to feed passengers to transit centers 

These two systems are designed to interconnect seamlessly and reliably in order to 
provide residents of St. Albert with a competitive and convenient alternative to the 
automobile. The commuter routes are well used and have a strong, loyal ridership. The 
local network, however, is not being found appealing enough to attract new ridership to 
the system for reasons of frequency, reliability and travel time.   
The current local transit network has been adjusted over the years to accommodate 
new neighborhoods; however it remains virtually unchanged since 2001. Feedback from 
the City’s Ridership Survey suggests that the City is in many ways falling short of 
providing residents with the access they are requesting.  As a result of not meeting the 
expectations of residents, many transit supporters bypass use of the local transit 
network and are dependant on automobile use for all or part of the travel experience.   
By redesigning and restructuring the existing local transit routes (as well as the Transit 
Service and Standards Policy), the City of St. Albert is looking to address the perceived 
short comings of the existing service and ultimately grow overall ridership. 
The Local Transit Route Committee will be responsible for reviewing the information 
gathered from the public engagement process and provide advocacy and input relative 
to their unique backgrounds as residents and/or employees of the City of St. Albert.  
 
 

The Committee 
 
The Advisory Committee for the Local Transit Route Committee shall be comprised of 
twelve (12) members, six (6) City staff and six (6) representatives from the community 
at large: 
 

• Committee Facilitator (1)- City of St. Albert  
• Members at Large (5-6), including but not limited to 
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o Post-Secondary Transit User 
o Chamber of Commerce Representative 
o Youth Group Representative 
o Daily Transit Commuter 
o Senior Groups Representative 
o Representative of a Community Group 

• St. Albert Transit (1) – Manager of Planning and Customer Service 
• St. Albert Transit (1) – Transit Operations Manager 
• Community Services Representative (1) -  City of St. Albert  
• Planning Representative (1) – City of St. Albert 
• Economic Development Representative (1) – City of St. Albert  

 
The Committee Facilitator is responsible for preparing a ‘Call For Interest’ to Community 
Members at Large to join the Committee. The Committee Facilitator will determine the 
final appointments to the Committee, using the following as criteria for membership: 
 

• Skills and/or experience are directly related to the purpose of the advisory 
committee 

• Interest in contributing fresh perspectives from areas of expertise and experience 
• The ability to work collaboratively with people who share different experiences, 

ideas and perspectives 
• Ability to work toward consensus with people who hold different views 
• Willingness and ability to attend and participate in meetings of the Local Transit 

Route Committee (frequency of meetings may vary due to needs and progress of 
the project) 

 
The Committee Facilitator will organize all meetings, develop the agenda for each 
meeting and implement any recommendations/changes to Local Transit Route Service.  
 
 
 
Term (One Year) 
 
The meeting schedule will be determined by a monthly basis for a period of 6 months, 
followed by meetings once every two months for an additional 6 months for a total 
commitment of one year. Committee members are asked to commit to the entire length 
of the term. 
 
Meetings will initiate in October 2015 and terminate in October 2016. If you any reason 
a Committee member cannot complete this term, a replacement Committee member will 
be designated by the Committee Facilitator, 
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Committee Mandates  
 
The Local Transit Route Committee will work towards the development of a restructured 
local transit service network, through the following: 
 

• Provide feedback in improving local transit service standards 
• Provide suggestions of potential transit destination locations in St. Albert 
• Provide feedback on temporal transit routing changes (ex: holiday service, 

period of day service) 
• Advise and recommend changes or improvements to current service 
• Review administrative proposals and provide feedback from a transit users 

perspective  
 
 
 
Public Engagement Spectrum 
 

 
 
The Local Transit Route Committee is considered at the ‘Involve’ level of the Public 
Engagement Spectrum. 
 
The purpose of this Advisory Committee is to stimulate stakeholder debate and broaden 
the information base to improve decisions. The City of St. Albert and St. Albert Transit is 
committed to ensure that the suggestions and consensus of the Local Transit Route 
Advisory Committee will be reflected in the alternatives developed and explain how the 
input contributed to the recommendations brought forward to decision makers. 
 
 
 
Information  
 
For information on the Local Transit Route Committee, please contact the St. Albert 
Transit at 780-418-6060.  
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