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● Two major transit projects 

launched April 25, 2021

● New bus network better 

connects Edmontonians 

through more direct and 

frequent routes

● On Demand Transit 

complements regular 

bus service (37 

neighborhoods where regular 

bus service doesn't make as 

much sense)

Edmonton’s On Demand Transit Service
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Why On Demand Transit?



Edmonton’s Transit Strategy

● Immediate redesign of the bus 

network, including…

○ Detailed design and staged 

implementation for the bus 

network plan;

○ Review and update of the Transit 

Service Policy and

○ Service branding plan for the 

redesigned bus network…

○ Explore options for alternative 

transit



Redesigned Bus Network

Existing Network Strategy Concept

Direct local service; minimize travel times, not walking distances



Why On Demand Transit?

● Increased walking distance 

● Some areas are without 

regular bus service 

● On Demand transit is a 

solution to continue 

connecting these areas 

with transit



● New layer in our transit 
network

● Bring transit earlier to new 
neighbourhoods

● Better solution for 
neighbourhoods that can’t 
support a big bus

● Better service for those areas 
(more frequent, longer hours) 

● Brings riders to the main 
routes

On Demand Transit





● City of Edmonton’s decision 

based on:

○ Timeframe – desire to be 

operational quickly

○ Limited duration pilot/testing 

phase

○ Lack of available garage 

space

○ Cost

Contracted vs. In-House Operations



Gaining Support



● Interdependency with bus 
network redesign

● Limited infrastructure to 
grow conventional service

● Limited time to implement

● Precedent for contracted 
model with paratransit

● Council open to change

Edmonton’s Context 



● Research

● Public engagement

● GBA+

● Doing the math

Gaining support for on demand



● Safety

● Security

● Accessibility

○ Persons with 

limited mobility

○ Children, youth 

and families

● Affordability

GBA+



Gaining support for on demand



Communications & Marketing



Supporting change through awareness and education

● Prepare customers

● Build confidence

● Empathize

● Support staff

An integrated approach



● Significant change requires robust mix of 

marketing and communications tactics

● Different approaches for different audiences 

(external and internal)

● Focused on accessibility

Tactics
➔ Transit property
➔ Robust website
➔ Multimedia (videos)
➔ Virtual presentations (external and internal)
➔ In-person outreach (external and internal)
➔ Earned media
➔ Social media promotion
➔ Targeted approach to On Demand communities
➔ Paid advertising

○ Digital
○ Traditional

How we communicate



Service Branding



On Demand Transit Pick Up/Drop Off Signs



Trip planning



On Demand Transit Web Tools



Edmonton On Demand Transit app 

‘how to’ video

Downloadable Guides + How To Videos 

http://www.youtube.com/watch?v=aL6JUUpPxP0
https://www.edmonton.ca/documents/PDF/ONDemandGuide2021.pdf
http://www.youtube.com/watch?v=6PR1Lzk8i0U


Social Media Strategy

● Comprehensive social media calendar 

planned for the duration of the campaign

● Responded to customer questions and 

comments, corrected misinformation

● Provided custom trip plans for customers

● Hosted a livestream for customers to ask ETS 

anything they wanted

Livestream: 1100+ views

http://www.youtube.com/watch?v=Z6iyoTfiaiI


Targeted Advertising



Questions / Discussion 

edmonton.ca/OnDemandTransit

Contact:
sarah.feldman@edmonton.ca


