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IInnttrroodduuccttiioonn  

  

Edmonton Transit System (ETS) provides public transportation services, including bus, light rail transit 
(LRT) and transportation for persons with disabilities (DATS). This plan synthesizes ETS goals and 
business challenges for the 2007 / 2009 planning period; how change will be managed and how limited 
resources will be focused on priority initiatives. 
 
To provide continuity to the planned initiatives, below are some of the previous year’s note-worthy 
accomplishments that have moved ETS forward in meeting Branch, Department and Corporate Goals. 
 
2006 Major Awards and Accomplishments 
 

• Mayor’s Gold Award for Occupational Health & Safety (reduction in employee lost 
time claim rate) 

• Canadian Urban Transport Association National Transit Corporate Recognition 
Award (for Behaviour on Buses campaign) 

• American Public Transport Association Adwheel Award (for Behaviour on Buses 
marketing campaign) 

• Crime Stoppers Association of Edmonton and Northern Alberta Appreciation Award 
(for sponsorship of safer communities) 

• Advisory Board on Services for Persons with Disabilities Awards (Certificates of 
recognition for 11 transit employees) 

• Highest ever regular service ridership of 57.5 million passenger trips; an increase of over three 
million rides (5.5%) over 2005 

• Largest ever purchase of 231 New Flyer buses to modernize fleet approved by Council  

• Opened LRT Services to University of Alberta Hospital, Health Sciences Station and initiated 
construction to South Campus 

• Officially opened the Disabled Adult Transit Service’s Percy Wickman Garage 
• Designated Senior FriendlyTM  with over 80% of ETS employees sensitivity trained 

• Increased service hours by 76,218 

• BusLink recorded 15,224 calls within a 24 hour period and this year surpassed 3 million calls 

• Public Online Store launched to sell ETS fare products 

• Completed Ten Year ETS Marketing Strategy Plan 

• Obtained ‘Special Constable’ status for Protective Service Officers from Alberta Solicitor 
General 



4 

 
2006 Additional Accomplishments 

Goal:  Services that meet customer, community and business needs 

 

 City Council approved U-Pass program for U of A and MacEwan students 
 Developed Employer Transit Discount Pilot Program 
 Implemented transit service agreement with Spruce Grove 
 Upgraded new transit centre design standards for customer focused amenities 
 Introduced high profile station domination promotions 
 Completed bench inventory to ensure adequate in-field availability 
 Added 105 accessible transit shelters and 44 new benches 
 Updated ETS Environmental Scan utilizing 2005 Household Travel Survey results 
 Conducted Customer Service Standards research and drafted core standards 

 
Goal:  A system that is safe and secure 

 

 Reorganized and created ETS Section of Safety and Security 
 Implemented transit security improvement strategies 
 Hired Team Leaders, Protective Services Officers, Controllers, and Training Officer as per Best 

Practices Security Review 
 Implemented “Please Yield” bus signage and “Give the bus a brake, let’s all be safe” campaign 

 
Goal:  A barrier free and accessible system to meet diverse needs 

 

 Conducted evaluation of new DATS Business Model 
 Conducted DATS customer attitudinal survey and established standards for operational/business 

practices, use of conventional services and customer service 
 Finalized and implemented new DATS organizational structure  

 

Goal:  A competitive travel alternative 

 Developed ETS Class Pass program for elementary school field trips 
 Commenced winter non-stop shuttle service from Southgate Transit Centre to Snow Valley 
 Attracted new riders via Downtown Outreach Program 

 
Goal:  Informed and ETS supportive communities 

 

 Opened LRT Health Sciences Station and service 
 Developed brand strategy for extension of LRT 
 Established school services online tool 
 Implemented phase two of ‘Behaviour on Bus’ (BOB) campaign 
 Introduced Captain Commute, ETS’ new mascot 
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Goal:  Modern and progressive, utilizing proven advanced technologies and practices 

 

 Purchased 35 replacement and 10 growth buses, and refurbished eight buses for growth 
 Purchased six hybrid buses and arranged to lease Translink trolley for testing 
 Installed additional Automatic Passenger Counters on 50 vehicles 
 Consulted on transit centre facility plans for North Edmonton, Lewis Estates, Meadows and Leger 
 Commenced reconstruction of Westmount Transit Centre 
 Developed specifications to convert to digital clocks and information at Clareview and Mill Woods 

Transit Centres 
 Conducted environmental regulatory compliance audit under Transit’s Enviso program 
 Purchased ultra-low sulfur diesel fuel to reduce emissions 
 Installed 20 diesel particulate reduction mufflers for testing 
 Trialed solar powered bus stop illumination and request beacons 
 Installed DATS mobile data systems (fleet and dispatch centre) 
 Evaluated use of debit/credit cards on ticket vending machines 
 Launched website low floor and community bus virtual tours 

 
Goal:  More effective and efficient utilization of limited resources 

 

 Improved Customer Services customer concern follow-up processes 
 Implemented Employee Communications Review findings 
 Rolled out Employee Engagement Action Plans 
 Conducted health and injury study of Operators and slip/trip/fall study for DATS operators/drivers 
 Launched slip-resistant employee footwear pilot study 
 Developed “Job Success Profiles” for operators and DATS drivers to assist with recruitment, 

training and better employee communications 
 Implemented Hiring Process Review recommendations 
 Implemented web based recruitment monitoring program 
 Completed ATU 569 and CSU 52 negotiations 
 Completed City Auditor’s operational audit 
 Reviewed Business Performance Measures for Corporate reporting 
 Reviewed and updated pass multipliers  
 Planned for one-stop service integration of ETS Customer Service Centre with City’s 311initiative
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Transit Branch Overview 
 
Edmonton Transit System is the public transit services branch within Transportation Department, City of 
Edmonton. Department and branch administration is accountable to City Council for operating transit services. 
An organization schematic of the Manager and Section Directors is on the next page. 
 

 

ETS 2006 in Brief 
 
 
 

 

 

 

 

 
 
*  Edmonton resident for more than one year; 2005 ETS Goal Measures, Public Awareness and Opinions Research 

Almost 89 % of the ETS budget was for salaries, wages, benefits and services expenditures; 
11% was for materials, goods, supplies, utilities and professional fees 

 

Operating & Capital Funding
 

 Managed $185 million of bus, LRT & 
DATS expenditures 

 $31.4 million in capital projects  
(Excludes BRT & SLRT capital funding) 

 

Revenues 
 

 $69 million from regular fares &   
$1.5 million from DATS fares 

 $5 million other revenues 

 Over $108 million from Tax Levy  
 

Ridership 
 

 Carried over 57 Million riders        
on bus & LRT 

 Approximately 835,000 DATS trips 

Ridership: 
 

Almost 48 Million on regular service 
& 

Over XXX,000 DATS trips 

Service 
 

 Approximately 1,900 employees 

 Provided almost 1.8 million annual 
service hours covering 37 million km 

Equipment / Facilities 
 

 Five operational garages 
 847 buses, 37 light rail & 91 DATS 

lift-equipped & 70 contracted  
vehicles 

 21 Transit Centres & 11 LRT Stations
 Over 5,400 active stops & over 1,300 

shelters 
 Over 180 retail outlets & over 300 

schools sell fare products 
 44 fare vending machines 

 Online fare purchasing 
 Two customer call centres; DATS & 

Churchill Customer Centre 

75% of Edmonton residents 18 years of age and over used ETS* 
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Goal Alignment to Corporate Directions 
 
ETS goals align with the following Corporate goals: 
 

Corporate Goals  

Quality of Life for Citizens 
 
 

 ETS Goals 

Quality Transit Services 
 

 
 

 
 
 
 

 
Services to People 
Quality, best value services that 
contribute to Edmonton’s safety, 
security, well-being and enjoyment 
 
Planned Growth 
A well planned urban environment 
 
Economic Development 
A dynamic, best value business 
climate 
 
Leadership and 
Regional Development 
A strong partner in regional affairs 
 

 

 
Services that meet customer, community 
and business needs:  
 

A system that is safe and secure; 
 
A barrier free and accessible system 
to meet diverse needs; 
 
A competitive travel alternative 

 
 
Informed and ETS supportive 
communities 
 

 

    
 
Infrastructure Development and 
Maintenance 
Prudent stewardship of environment, 
infrastructure and technology 

  
Modern and progressive, utilizing 
proven advanced technologies and 
practices 

   
 
Organizational Effectiveness 
Administrative excellence 
 

  
More effective and efficient utilization 
of limited resources 
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2009 ETS Goals and Targets 
 

Based on customer and citizen feedback, ETS established its goals and targets. Regular follow-up surveys 
monitor progress. 
 

Goals Measures Performance 
Excellent 90%+, Acceptable 

70-89%;  
Not Acceptable <70% 

Comments 

Services that meet customer, 
community and business 
needs citywide 

Citizens believe they personally benefit 
by having ETS even if they do not use 
the services  

ETS customers Overall Satisfied 
 
DATS customers Overall Satisfied 

Excellent              
 
 

Excellent 
 

Excellent 
 

2005 Awareness and 
Opinions survey: 92% 
 
Fall 2006 Customer 
Satisfaction survey: 90% 

2007 DATS Customer 
Satisfaction survey: 90% 

A safe and secure system Customers that feel 

 safe on buses  

 safe at transit centres 

 safe at LRT Stations 

 

Acceptable 

Acceptable 

Acceptable 

 

Fall 2006 Customer 
Satisfaction: safe on/at 
buses 80%, transit centres 
75% & LRT 72% 

ETS provides a competitive 
travel alternative 

Customers agree 

 Travel times are appropriate 

 Transfers are without a long wait 

 

Acceptable 

Acceptable 

 

Fall 2006 Customer 
Satisfaction: 75% & 72% 

Communities are informed 
and support ETS 

Awareness of ETS Services: 
 Buses 
 LRT 
 DATS 

Citizens support using municipal tax 
money to fund ETS 

 
Excellent  
Excellent  

Acceptable 
Excellent  

 
2005 Awareness and 
Opinions survey: buses 
95%, LRT 97%, & DATS 
86%  
 91% support funding 
transit 

A barrier free and accessible 
system to meet diverse needs 
Barriers are any obstacles that prevent the 
use of ETS, e.g. language, transit 
information, or mobility issues. 

Citizens and customers believe 

 The system is barrier free  

 Bus services are easy to use 

 LRT services are easy to use 

 

Not Acceptable 

Acceptable 

Acceptable 

 

2005 Awareness and 
Opinions survey: barrier 
free 67%, buses 88% & 
LRT 81% 

ETS is modern and 
progressive, utilizing proven 
advanced technologies and 
practices 

Citizens and customers agree 

ETS is a modern transit system 

 

Not Acceptable 

 

2005 Awareness and 
Opinions survey: 69% 

ETS effectively and efficiently 
utilizes limited resources 

Citizens and customers agree 

ETS provides value for tax money 

ETS efficiently manages resources 
(cannot measure by opinion survey) 

 

Acceptable 
(See Performance 

Measures) 

 

2005 Awareness and 
Opinions survey: 80% 
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Priorities and Initiatives 
 
ETS has identified priorities within the current planning period that are most critical to achieving the long term goals. Organized under each of the 
priorities are the relevant ETS goals, and the Corporate, Department, and Branch key initiatives that will be worked on for 2007-2009.  
 

Priority 

Service Delivery: A customer-focused organization. 

Business Goal: Services that meet customer, community and business needs 

 
Key Initiatives 

 
Key Results 

 
Lead Transit Section 

 

 
Target  
Date 

Corporate  

 Improve mobility of people and goods, reduce traffic congestion and 
increase use of alternate travel modes (transit, walk and bike), and 
accommodation of increased fleet size required to serve growth                     

- Implement initial stages of High Speed Transit Network 

- Complete South LRT: Health Sciences to South Campus for 2008 & 
to Century Park for 2009  

 

Accommodate growth 
demands, vibrant 
neighbourhoods, a dynamic 
downtown and traffic safety 
 
 

 

 
 
 
 

Transit Projects 

Transit Projects 
 

 

 
 
 
 

2007/08 

2009 
 

Department 

Implement U-Pass program for U of A and MacEwan students 

 
 
Meet customer needs 

 

Business Development   

 

2007 

Implement warranted service to developing areas (subject to  budget approval) Equitable services Service Development 2007/09 

 Transit Branch   

Funding for 24,000 additional hours to maintain service and  further 22,000 
hours for growth 

Review service standards guidelines 

 

Respond to overloads and 
growth needs 

Acceptable standards 

 

Service Development 
 

Service Development 

 

2007 
 

2007 
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Key Initiatives - Service Delivery continued 

 
Key Results 

 
Lead Transit Section 

 
Target  
Date 

Provide operations and maintenance input into SLRT and BRT design and 
construction 

Improved operational and 
maintenance effectiveness 

Service Development 
/LRT/Bus Operations 

2007/09 

Obtain public feedback on Riverbend service restructuring due to new 
transit centre and high school in 2008 

Meeting community and 
business needs 

Service Development 2007/08 

 Provide special services for the FIFA Under 20 Men’s World Cup, LPGA 
 Golf event and other major events 

Serving customer needs to 
major events 

Service Development 2007 

 Establish new developer funded route in Windermere  Services in new areas Service Development 2007 

Complete ETS Growth Strategy and Planning Review and participate in 
updating the Transportation Master Plan 

Use origin-destination study, mobile data systems analysis, and demand 
forecasting to predict DATS service requirements 

Efficiency, effectiveness  and 
long term plans 

Accommodate growth 
demands 

Service Development 
 

DATS 

2007/08 
 

2007 

Survey DATS customer/caregiver satisfaction; develop priorities and 
strategies to improve satisfaction 

Improves customer 
satisfaction 

DATS 2007 

Trial virtual customer care and information terminals Improve customer service Business Development 2007 

 Implement and develop tracking for Customer Service Standards Aligning expectations and 
performance 

Business Development 2007 

 Implement employer partnership programs for discounted transit Serve customer and business 
needs 

Business Development 2007 

 Monitor actions to improve operator/student relations and customer 
 behaviour 

Improved customer relations Community Relations 2007 

 Participate in consortium of tourist attractions to establish the  
 ‘Eddie Bus’  

Meet tourism and business 
needs 

Community Relations 2007/09 
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Key Initiatives - Service Delivery continued 

 
Key Results 

 
Lead Transit Section 

 
Target  
Date 

Business Goal: A barrier free and accessible system 

Transit Branch  

 Develop and implement a specialized handi-bus transit plan in  
 cooperation with St. Albert and County of Strathcona  

 

Improved regional services 
and efficiency 

 

DATS 

 

2007/08 

 Accessibility upgrades to existing bus shelters 
 

 Continue Mobility Training program for challenged clients and  
 introduce customer assistance cards 

Meet public need for diverse 
services 

Same as above 

Operations  
 

Community Relations 

2008 
 

2007 

 Research and partner with groups to expand bicycle/transit travel New markets and sustainable 
travel 

Community Relations 2007/08 

Business Goal: A competitive travel alternative 

Corporate 

 Transit Service between Edmonton and surrounding communities 
 

 

Respond to and evaluate 
regional requests 

 

Service Development 

 

2007/09 

Department 

 Complete Transit Service Plan update in conjunction with SLRT  
 and BRT implementation plans 
 

 

More competitive services 
to/from major destinations 

 

Service Development 

 

 

2007 

 

Transit Branch  

Finalize and obtain Council approval for ETS Fare Policy and Fare 
Structure Strategy 

Negotiations with Leduc County to provide service to Nisku and 
International Airport 

Develop a Regional Transit Strategy (fares, services, policy 
communications and on-line sales agreements) 

 

Retain and build ridership 

Transportation alternative for 
employees 

Complementary regional 
services 

 

Business Development 

Service Development 

Business Development 

 

2007 

2007 

2008 
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Priority 

Safety and Security: Improve and communicate the level of safety and security. 
 
 
Business Goal: A system that is safe and secure 
 
 
Key Initiatives 

 
Key Results 

 
Lead Transit Section 

 
Target  
Date 

Corporate  

 Response to growing and aging population to ensure safety, security and 
 well being and enhance services and opportunities for participation of 
 seniors 

 

Safe communities where all 
citizens feel safe and secure 

 

All 

 

2007/09 

Transit Branch 

 Safety and Security Support re-organization to enhance internal and 
 external customer service 

 Improve employee safety: training, bus cameras, environmental design, 
 operator surveys and communications 

 
 
Greater efficiency and 
effectiveness 

Safe employees 
 

 

Safety and Security 

 

Safety and Security 

 

2007 

 

2007/09 

 Utilize POSSE software program for security needs based intelligence and 
 assess as an accident reporting system 

Safe and secure staff and 
customers 

Safety and Security 2007 

 Implement Transit Secure federally funded programs: Transit Watch, hot 
 spot targeting, treat risk assessment 

Same as above Safety and Security 2007 

Upgrade LRT security infrastructure/systems (Federally funded portal 
intrusion detection, digital CCTV, DLM entrance gate, Westwood security 
fencing, etc.) 

Same as above Security/LRT 2007/10 

Lap-belt side restraints for adult scooters Improve disabled customer 
safety 

Operations 2007 

 
 



 

18 

Priority 

Marketing: Grow ETS market-share, revenues and boardings 
 
 
Business Goal: Services that meet community and business needs 
 
 
Key Initiatives 

 
Key Results 

 
Lead Transit Section 

 
Target  
Date 

Transit Branch 

 Develop and implement 3-year tactical Marketing Plan with assessment and 
 tracking measures 

 

Increase support and use of 
public transit 

 

Business Development 

 

2007/09 

 Develop and implement annual marketing initiatives Achieve intended results Community Relations 2007/09 

 Develop new applications using Online Store technology Fulfill user  and customer 
needs 

Business Development 2007/08 

 Implement ‘loyalty’ rewards program Customer retention and 
attraction 

Business Development 2007 

Conduct External Communications Review  Efficient and effective 
communications 

Business Development/ 
Community Relations 

2007 

 Plan ETS Centenary events, commemorative items, displays, promotions 
 and launch late summer 2007  

Celebrate our contribution  to 
the community 

Community Relations 2007/08 

 Develop ‘Riders for Life’ transit ridership program Develop ‘loyal’ customers Community Relations 2007 

Develop and implement promotions: school outreach, BOB, safety, 
“Transit First” etc.  

Increased ridership and 
positive behaviors 

Community Relations  2007 

Target major parking pressure points for transit promotions Increased ridership to major 
events 

Community Relations 2007/08 
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Key Initiatives – Marketing continued 

 
Key Results 

 
Lead Transit Section 

 
Target  
Date 

 Develop long term Customer Information Plan Use best practices and 
technologies to meet 
changing needs 

Community Relations 2007 

 Research and implement communication, and educational and  
 promotional programs to target audiences (e.g. Child Friendly,  
 Splash ’N Ride, youth, Senior Coordination Committee) 

Assessing emerging customer 
needs 

Community Relations 2007/08 

 Plan and host 2008 CUTA Conference Share industry knowledge Community Relations 2007/08 
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Priority 

 Infrastructure: Improve the infrastructure that supports transit operations  
 
 
Business Goal: Modern and progressive, utilizing proven advanced technologies and practices 

 
 
Key Initiatives 

 
Key Results 

 
Lead Transit Section 

 
Target  
Date 

Corporate 
  
 Construct and operate City facilities and buildings:   
 Transit Garage  

 
 

Proper facilities for bus 
storage and maintenance 

 
 

Operations 
 

 
 

2009 

Department  

 Develop strategy for LRT vehicle and major infrastructure  
 rehabilitation 

 

Reliable equipment 

 

LRT 

 

2008 

 Test diesel-electric hybrid bus propulsion technologies and  
 recommend fleet composition 

Environmental enhancements Operations 2008 

Acquire and place into service new and refurbished buses Reliable service Operations 2007/09 

Transit Branch  

 Develop and implement a refurbishment program for the LRT fleet 

 

Improve customer satisfaction 
and fleet reliability and safety 

 

LRT 

 

2007/10 

 Upgrade LRT power substations Reliable service LRT 2007 

 Expand and renovate DLM for expanded LRT fleet 
  

 Receive and commission 26 LRT cars for expanded SLRT 

Proper fleet maintenance and 
storage 

Vehicles for expanding 
services 

LRT 

 

LRT 

2008 

 

2008/09 
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Key Initiatives – Infrastructure continued 

 
Key Results 

 
Lead Transit Section 

 
Target  
Date 

 Implement the bus radio system replacement and data channel project Provide bus AVL information 
for improved emergency 
response 

LRT 2007/09 

 Replace signal system for Grandin Health Sciences Station Improve safety LRT 2007/08 

 Implement station escalator replacement program Reliable operations LRT 2007/09 

 Implement transit traffic management technologies in accordance with 
 ITS Strategic Plan and BRT priority needs  

Improved mobility; faster 
BRT travel times 

Operations 2009 

 Fully implement new IVR for ‘call ahead’ DATS trip arrivals  Efficient and effective 
operations 

DATS 2007 

Develop DATS business needs requirement for computer system  
 replacement 

Best function/value 
assessment for COE 

DATS 2007/08 

Purchase commercial ‘off the shelf’ computer system and software that 
meets DATS scheduling and City interface needs 

Effective results and fiscal 
prudence 

DATS 2007 

Advocate for a special funding strategy for downtown transit amenities 
through the updated Capital Downtown Plan   

Improve customer amenities Community Relations 2007/08 

Review and update web front page, trip planner, system maps,  
 detours/corrections, etc. 

Current web tools and 
enhancements 

Community Relations/ 
Service Development 

2007/08 

 Improve and maintain fleet, facilities and related infrastructure:  

  Prepare specifications for BRT vehicles 
   

  Purchase 203 replacement and 28 growth buses (2007/08);  
  purchase 19 replacement and eight growth community buses 

 Replace bus radio system 

  Develop specifications for DATS computer system upgrade and 
 scheduling system 

 Complete branding infrastructure specifications 

 

Meet bus rapid transit needs 
 

Modernize fleet and  expand 
for growth 

Same as above 

Improved service 
management information 

Improve appeal  

 

Operations 
 

Operations 
 

Operations 

DATS 
 

Business Development 

 

2007 
 

2007/09 
 

2007/09 

2007/08 
 

2007 
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Key Initiatives– Infrastructure continued 

 
Key Results 

 
Lead Transit Section 

 
Target  
Date 

Utilize bus storage tents at Mitchell, Cromdale garage and lease site until 
new garage is completed 

Protection of fleet  Operations 2007/09 

Conduct long term transit garage refurbishment (Westwood,  Paterson) and 
needs review (N.E. garage for 2014) 

Planning for fleet needs Operations 2007 

 Upgrade and develop Transit Centres/Stations and shelters:  

 New transit centres for Westmount, Leger, Lewis Estates, New 
 Millgate, and Meadows 

 New Belvedere LRT Park and Ride facility 

 Clock tower retrofits for Kingsway and Clareview transit centres 

 Implement transit centre card assess system    

 

Meeting customer needs 
 

Same as above 

Same as above 

Improve access security 

 

Operations/LRT/  
Service Development 

Operations 

Operations 

Operations 

 

2007/09 
 

2007 

2007 

2007 
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Priority 

Operations: Improve efficiency and effectiveness  
  
 
Business Goal: Effective and efficient utilization of limited resources 

 
 
Key Initiatives 

 
Key Results 

 
Lead Transit Section 

 
Target  
Date 

Transit Branch 

Commence Correction Card Database project to streamline processes 

 

Reduce manual effort and 
errors  

 

Service Development/ 
Community Relations 

 

2007 

 Integrate ETS / DATS recruitment and training and establish 
 Transit Training Centre of Excellence 

More effective use of training 
resources 

Operations 2007 

Review ETS/DATS training and build toward a competency based training 
curriculum 

More effective training Operations 2007 

Obtain certification of training staff Meet high standards Operations 2007 

Examine and expand alternative, cost effective training  
 

More lower cost  training 
opportunities 

Operations 
 

2007 
 

Develop book-out and storage requirements for unique BRT fleet Effective use of specialized 
equipment 

Operations 2007 

Test and install diesel particulate filters Reduce emissions Operations 2007/09 

Conduct Transit’s Enviso program compliance, registration audits, and 
implement required training 

Apply for Enviso ISO certification 

Improve environmentally 
conscious practices  

Standards compliance 

LRT 
 

LRT 

2007 
 

2007 

Identify and record in SAP all transit assets for new accounting standard Asset management and 
standards compliance 

LRT 2007 

Undertake information management and research review Better decision making Business Development 2008 
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Priority 

Human Resources: Human resources strategies that improve sustainability and effectiveness 
 

 
Business Goal: Effective and efficient utilization of limited resources 

 
 
Key Initiatives 

 
Key Results 

 
Lead Transit Section 

 
Target  
Date 

Corporate  

 Continue implementation of the Corporate Workforce Plan 

  

 

Attract and retain a skilled 
workforce 

 

All  
 

2007/08 

Department 

 Implement workplace safety initiatives 

 

Improve health and safety 

 

All 

 

2007/08 

 Develop and implement department workforce planning initiatives to 
 support corporate workforce plan 

Implement Employee Engagement Survey Action Plan 

Meet manpower needs 
 

Engaged employees 

Operations/DATS 
 

All Sections 

2007/08 
 

2007/08 

Transit Branch  

Implement Bus Operations succession plan utilizing critical staff skill 
identification, development and mentoring 

 

Successful Leadership 
succession 

 
Operations 

 

 
2007 

 

Implement Hiring Process Review recommendations: increase outreach, 
minority group targeting, additional recruitment staff training and dedicated 
recruitment clerk 

More effective hiring 
practices 

Operations/DATS 2007/08 

 Develop staffing, training programs and commissioning plans for LRT 
 service to South Campus/Century Park, and hire staff 

Preparations for expanding 
LRT services 

LRT 2008/09 
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Key Initiatives - Human Resources continued 

 
Key Results 

 
Lead Transit Section 

 
Target  
Date 

 Obtain staff/union focus group input in building a stronger DATS team Engaged employees DATS 2007 

 Trial DATS on-site ‘wellness’ centre Healthy employees DATS 2007 

 Prepare for and participate in ATU 569 negotiations Working Relationship 
Agreement 

DATS 2007 

 Develop action plan for improved communications, employee involvement 
 and  accountability for their OH&S responsibilities 

Safe employees Safety and Security 2007 

 Review and develop strategies for four categories that account for majority 
 of injuries 

Same as above Security/Operations/ 
DATS/Community 

Relations 

2007 

 Security policies and procedures reviews: 

  Update Transit Bylaw 8353; 

  “Use of force” reporting procedures; 

  Complaints resolution relative to Alberta Solicitor General  
  requirements and ATU collective agreement 

Clear practices for security 
staff, fair and transparent 
treatment of citizens 

Safety and Security 2007/08 

 Enhance Security Divisional capacity through training: training needs and 
 plans, OH&S committee, new Peace Office status 

Optimal effectiveness for 
performing tasks 

Security 2007/08 

 Identify expectations and measures with MES regarding ‘bookout’,  
 incident response times, fleet reliability, cleanliness, costs and reporting 

Customer service, effective 
and efficient MES/ ETS 
relations 

Operations 
 

2007 
 

 Staffing to meet service needs: 

  Hire 150+ operators, instructors and support staff 
 

   Hire additional inspector/controller     

 Hire LRT positions for extension of services to Health Sciences,  South   
Campus and Century Park  

 

Provide new peak and 
annualized service hours 

Handle increased incidents 

Staffing to meet service 
demands 

 

Operations 
 

Safety and Security 

LRT 

 

2007 
 

2007 

2007/09 
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Priority 

Shared Services: Improve relationships with City partner services. 
 

 
Business Goal: Effective and efficient utilization of limited resources 

 
 
Key Initiatives 

 
Key Results 

 
Lead Transit Section 

 
Target  
Date 

Corporate 

 Continuous improvement to achieve municipal excellence 

Undertake to improve service provision  

 

 Greater satisfaction 

 

All  

 

2007/08 

Transit Branch 

Finalize and align Business Plan Performance measures with corporate 
performance management goals 

 

Coordinated monitoring  

 

Business Development 

 

2007 

Redevelop working relationships/roles of restructured HR & Finance 
Branches, and new Strategic Advisor positions 

More effective manpower/ 
skills utilization 

All Sections 2007 

Support City Communications goals: building taxpayer perceptions of value 
for tax dollars, and Edmonton’s image 

Informed Canadians and 
satisfied citizens 

All Sections 2007/09 

Support a Transit Safety Culture and integrate Corporate OH&S Standards 
throughout ETS 

Healthy and safe employees All Sections 2007/09 

Manage transition of ETS Call Centre to City’s 311 one-stop  telephone 
project (service agreement and ETS support system) 

Maintain ETS customer 
service expectations 

Community Relations 2008 

Participate in review, design & implementation of Corporate Web Renewal Coordinated Communications Community Relations 2007/09 

Participate in development of new Transportation IT Strategic Plan Priority identification Community Relations 2007 
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Key Initiatives – Shared Services Continued 

 
Key Results 

 
Lead Transit Section 

 
Target  
Date 

Use ETS Public Online Store as model for corporate e-commerce Corporate process 
management 

Business Development 2007 

Develop & implement MES strategies to improve fleet book-outs More functioning and reliable 
equipment 

Operations 2007/09 
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Overall Satisfaction 
 
Maintaining high levels of satisfaction 
requires consistent performance in 
meeting the needs of over 300,000 new 
and current customer boardings each 
weekday.  After an abnormal drop in 
satisfaction in the spring of 2006, 
satisfaction rose in the fall exceeding 
the 2005 fall level.  

Monitoring Performance  
 

 
ETS tracks two streams when monitoring performance: goal measures and performance measures. 
Goal measures are benchmarked to customer feedback data and also reflect the attitudes and 
expectations of taxpayers. Performance measures are benchmarked to transit best practices and internal 
results. 
 
 
A. Goal Measures Results 
 
 

 
 
 
 

Safety and Security 
 
There are many situations and measures that impact safety and security. The business plan reports on 
two measures of significance to customers: feeling safe on buses, and feeling safe at transit centres and 
stations. Feeling safe at transit centres and stations has improved. However, feeling safe on buses 
deteriorated in 2006 possibly due to an alarming incident in the spring that received media headlines.  
 

Feel Safe at Transit Centres and Stations

2005s fall fall 2006s
fall

2009 target

2005s2006s

fall

50%

60%

70%

80%

90%

Centres Stations

 

Feel Safe on Buses

2009 target

fall

2006s

fall

2005s

60% 70% 80% 90% 100%

 

Overall Satisfaction

2005s fall 2006s fall 2009 Target
70%

75%

80%

85%

90%

95%
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Ridership Levels and Service 

Availability 
 
ETS strives to maximize ridership 
from available service resources. 

Competitive Alternative

2009 target

2009 target

2005s

2005s
fall

fall2006s

2006s

fall

fall

45%

55%

65%

75%

85%

Travel Times are Appropriate Transfers without a Long Wait

 
Progress on citizen awareness and attitudes measures requires completion of follow-up research that 
will likely be available in 2008. 
 
B. Performance Measures 
 
Performance measures are internal and monitor the efficiency and effectiveness of ETS. Forecasts will 
be revised with approved Fare Policy and 2008 service packages. 

Ridership (Millions)

52

53

54

55

56

57

58

59

2005 Actual 2006 Actual 2007

 
 

 
 

2005 2006 

  

2007 

Est. 

2008 

Est. 

2009 

Est.  

      
Explanation 

Regular and LRT Ridership  
(M = million) 

54.4M 57.5M 
 

58.5M 
 

TBD 
 

TBD New ridership multipliers for 
2006; 2008 & 09 require 
approved fare policy 

Regular Service Platform Hours 
(000’s)  includes LRT 

1,719 1,797 
      

1,841 
 

TBD TBD 2008 & 09 require approved 
fare policy 

Service platform hours/capita 
(regular service including LRT) 

2.41 2.47 2.48 
 

TBD TBD 2005 population est. 712; 
2006 population budget est. 
728k; 2007 est. 742k  

DATS Ridership (K=000’s) 823K 835K 916K 916K 916K New 2005 business model 

DATS Service Hours (K=000’s) NA 232 232K 232K 232K Excludes contracted services  
 
 

Competitive Alternative 
 
Reasonable time competitiveness to 
auto travel is needed to retain and 
attract ridership. Satisfaction with 
travel times has improved and 
exceeded the 2009 target for all of 
2006. ‘Transfers without a long wait’ 
was erratic for 2006 however; fall 
results did increase over fall 2005.  
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Service Utilization - ETS strives 
for efficient utilization of service 
resources while providing 
equitable access to quality 
services. 

2005 2006 
  

2007 
Est. 

2008 
Est. 

2009 
Est. 

      
Explanation 

Ridership/capita  
 (regular plus LRT) 

76.4 78.9  
 

78.8 
 

TBD 
 

TBD 
 

New2006 ridership multipliers 
used for 2005 for comparison; 
2008 & 09 require approved 
fare policy  

Ridership/Service Platform hour 31.65 31.97     31.8 TBD TBD 2008 & 09 require approved 
fare policy 

DATS Ridership / Registrant 84 85 85 85 85  

DATS Trip/Platform Hour NA 2.98 2.98 3.0 3.0 New business model 
implemented in 2005 

       

Service Reliability – ETS strives 
to provide confidence that the 
system will fulfill customer travel 
plans. 

      

Bus on-time performance  

   
 

   

NA 80% 85% 87% 87% 5 min. early to 1 min. late; at 
selected centres, midday 
 
DATS (within 30 min.) and 
LRT consistently achieve 
99% on-time performance 

Avg. age of transit buses  
(12 metre diesels) 

12.7 12.6  10.3  6.5 7.4 Council approved purchase of 
231 New Flyers 

       

Public Safety and Security – 
ETS strives for customer safety 
and security. 

      

Security Incidents /100,000 
ridership 

4.71 4.232 
      

4.25 4.04 3.84 Targets based on reducing 5% 
per year from 2006 target of 
4.47 

Regular (bus) Service 
Accidents3/100,000 km 

2.16 3.11 TBD TBD TBD Fuel Sense & DDC training (3 
year avg.) 

DATS Accidents3/100,000 trips. 12.0 10.0 8.0 6.0 5.0 New business model, 35% 
new drivers and improved 
reporting affected 2005/06 
results 

                                                                                          
2 Disturbances/misconducts 2.9, crimes against property .74 and against people .59 
3 Collisions with vehicles 
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Employee Safety – ETS strives 
for a safe working environment. 

2005 2006 2007 
Est. 

2008 
Est. 

 

2009 
Est. 

  

      
Explanation 

 Lost Time Severity (days lost/  
 100 workers) 

82.6 71.75 
      

68.16 64.75 61.51 Reduce 5% per year 

 Lost Time Incident  
 Frequency (lost time claims/  
 100 employees) 

6.07 4.88 
      

4.39 3.95 3.56 Reduce 10% per year 

       

Fiscal Responsibility – ETS 
strives for financial prudence, 
what is best for public service and 
business operations.  

      

Budget Revenues/ budget 
expenditures 

41.7% 
      

41.9% 40.5% TBD TBD Ratio based on transit fare 
revenues / bus & LRT 
expenditures;  2008 & 09 
require approved fare policy 

Bus only operating cost / total 
vehicle platform hrs.  

 

$83.94 TBD 
 

TBD TBD TBD Subject to price of fuel, 
parts, and collective 
agreement, and service hour 
savings related to expanded 
LRT (excludes bus reserve). 

DATS operating cost/trip. $16.35 $21.45 TBD TBD TBD Negotiations under way 
 

 
Information – ETS strives to 
ensure easily access to timely and 
accurate information.  

     Measures are estimated 
activities;  not targets 
(rounded)    
 

Customer information calls 
 (K = 000’s) 

780K 768K 780K 780K NA Move to Corporate 311 line 
in 2008 

Total calls to BusLink 
 (M = million) 

2.4M 3.5M 4.2M 4.9M 5.6M Additional service lines in 
2007; assume 20% growth 

www.takeets.com visits 
 (M = million) 

.8M .9M 1.1M 1.3M 1.6M New features, assume 20% 
growth 

External requests to Trip 
 Planner (M = million) 

.8M 1.1M 1.3M 1.5M 1.8M Commenced June 2004; 
assume 20% growth 
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Financial Budgets and Forecasts  
  
 

BUSINESS PLAN FINANCIAL SUMMARY 
OPERATING  
 
Amounts are represented in thousands of dollars ($000); 

 
Programs 2007 Approved Budget 2008 Forecast 2009 Forecast 

 
Funded 

 
Exp. 

 
Rev. 

 
Tax 
Levy 

 

 
#FTE 

 
Exp. 

 
Rev. 

 
Tax 
Levy 

 
#FTE 

 
Exp. 

 
Rev. 

 
Tax 
Levy 

 
#FTE 

Transit Program 
 

198,989 78,142 120,847 1,968.2 219,206 79,639 139,567 2.037.1 232,018 81,207 150,811 2,114.9 

 
Explanations or Major 
Changes from Previous 
Year 
 

Inflation 10,846, Annualization 1,825, Cost 
Impacts 1,339, New Services 2,019, Capital 
Impacts 1,242, Revenue Rate increases 2,045, 
Volume increases 3,364, New Service 418. 

Inflation 13,228, Annualization and Cost 
Impacts 826, New Services 4,606, Capital 
Impacts 1,557, Revenue Volume increases 
327, New Service 1,170  

 

Inflation 4,723, Cost Impacts 287, New 
Services 4,572, Capital Impacts 3,230, 
Revenue Volume increases 88, New Services 
1,108, Capital Impacts 372  

 

 
2006 Actual    

Expenditures Revenues Tax Levy FTEs 

184,956 77,918 107,038 1,914.9 
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CAPITAL PROJECTS  
 
Amounts are represented in thousands of dollars ($000); 
 

Programs 2006 
Approved4 

2007 
Approved 

2008 2009 

Funded Capital Projects 
 

 

Transit – Growth 8,681 8,036 10,677 1,087 

Transit – Rehabilitation 3,701 17,767 20,063 25,334 

Bus Replacement5 14,127 40,873 41,989 (Not avail.) 

New Bus Garage 500 6,900 883 1,171 

Bus Rapid Transit 5,800 19,775 11,435 15,264 

South LRT 85,097 147,296 186,150 181,944 

 

                                                                                          
4 Excludes carry forwards to reflect approved budget for the year 
5 Replacement buses will be funded from Capital Program using Provincial AMIP Funds, Fuel and NDCC 


