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CITY OF NORMAN, OK 
CITY COUNCIL COMMUNITY PLANNING & 

TRANSPORTATION COMMITTEE MEETING 
Municipal Building, Executive Conference Room, 201 West Gray, Norman, 

OK 73069 
Thursday, August 25, 2022 at 4:00 PM 

AGENDA 

It is the policy of the City of Norman that no person or groups of persons shall on the grounds of 
race, color, religion, ancestry, national origin, age, place of birth, sex, sexual orientation, gender 
identity or expression, familial status, marital status, including marriage to a person of the same 
sex, disability, retaliation, or genetic information, be excluded from participation in, be denied the 
benefits of, or otherwise subjected to discrimination in employment activities or in all programs, 
services, or activities administered by the City, its recipients, sub-recipients, and contractors. In 
the event of any comments, complaints, modifications, accommodations, alternative formats, 
and auxiliary aids and services regarding accessibility or inclusion, please contact the ADA 
Technician at 405-366-5424, Relay Service: 711. To better serve you, five (5) business days' 
advance notice is preferred. 

CALL TO ORDER 

AGENDA ITEMS 

1. PRESENTATION OF THE EMBARK 2021 CUSTOMER SURVEY RESULTS. 

2. DISCUSSION REGARDING THE FEASIBILITY ANALYSIS FOR UNDERGROUND 
UTILITIES ON THE JENKINS AVENUE BOND PROJECT. 

3. UPDATE ON THE ALAMEDA WIDENING BOND PROJECT. 

4. PUBLIC TRANSIT REPORT 

ADJOURNMENT 
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PRESENTED BY
AUGUST 25, 2022

EMBARK 2021 
Customer Survey Results
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For more than 35 years, our mission has 
been to help local governments gather and 
use survey data to make better decisions.

ETC Institute is the Leader in Market 
Research for State and Local Governments. 
Clients include 27 of the 35 largest public 

transit systems in the United States
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Agenda 
• Purpose and Methodology
• Major Findings:
 Topic 1: Characteristics of Transit Users
 Topic 2:  Satisfaction with Bus Services 
 Topic 3:  Opportunities for Improvement
 Topic 4:  Other Issues

• Summary
• Questions
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Agenda 

Purpose and 
Methodology 
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Purpose of the Survey
• Better understand the characteristics of riders
• Assess satisfaction with transit services and changing 

expectations over time
• Identify opportunities to maximize the investment of 

available resources to continually improve the quality 
of services provided

• Gather feedback on other issues that may impact 
decisions related to transit service
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Methodology 
• The survey was administered during the fall of 2021
• A total of 153 surveys were collected on routes in Norman 
• Another 1,432 surveys were completed with OKC Riders 
 1,279 riders were surveyed on buses
 252 riders surveyed on the Streetcar 

• Overall results have a precision of at least +/-2.5% at the 
95% level of confidence
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MAJOR FINDINGS: TOPIC #1
Characteristics of Transit Users
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People of All 
Ages Are Being 

Served By 
EMBARK!

Norman Riders Are 
More Likely to Be 

Under 30 than           
OKC users

8

Age of Transit Riders

20.5%

49.1%

30.4%

19.0%

60.9%

20.1%

13.1%

43.8%

43.1%

Age 62+

30-61 years

Under 30

0.0% 10.0% 20.0% 30.0% 40.0% 50.0% 60.0% 70.0%

OKC Streetcar OKC Bus Norman

by percentage of riders (excluding “not provided”  responses)
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People of All Races 
Are Using Transit 

Services in Norman!

Blacks/African American
Account for 29% of the 

Riders in Norman

Asians Account for 24% of 
the Riders in Norman

Hispanic/Latino/Spanish
Usage Aligns with the Racial 

Composition of Norman’s 
Population When Compared 

to the Census.
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by percentage of riders

Do you consider yourself?

58%

16%

11%

15%

37%

40%

12%

11%

53%

14%

20%

13%

40%

29%

8%

28%

76%

5%

8%

18%

White/Caucasian

Black/African American

Hispanic/Latino/Spanish

All Other 

0% 20% 40% 60% 80% 100%

OKC Streetcar OKC Bus OKC Census Norman Norman Census

(i.e., Asian, Pacific Islander, Native 
American, Mutliple races)

Asians 24% of total
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University-Related 
Trips Are the #1 
Reason People 
Use the Bus in 

Norman 

#1 Reason for Rail Riders

10

by percentage of riders (excluding “not provided" responses) - response choices have been collapsed

What was the main purpose of your trip today?

40.4%

34.8%

8.9%

15.9%

8.6%

75.4%

2.1%

13.9%

27.0%

33.4%

4.3%

35.3%

Work

Shopping/Dining/Entertainment

Medical

School/Other

0.0% 20.0% 40.0% 60.0% 80.0% 100.0%

OKC Streetcar OKC Bus Norman

#1 Reason for Norman Riders University 30% of total
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The Majority of 
Bus Riders in 
Norman Use 

Transit Service on 
a Daily Basis! 
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How often do you use the the Bus/Streetcar?

10.1%

27.7%

62.2%

51.9%

43.7%

4.4%

63.8%

31.4%

4.7%

Daily

Once/Month to 4 Days Per Week

< once per month

0.0% 10.0% 20.0% 30.0% 40.0% 50.0% 60.0% 70.0%

OKC Streetcar OKC Bus Norman

by percentage of riders (excluding “not provided”  responses)
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MAJOR FINDINGS: TOPIC #2
Satisfaction with Transit Services
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13
Norman Bus

Satisfaction with 
Norman Bus
Improved in                 

12 of 15 Areas!
Largest Increases 
•Ease of getting information (+10.9)
•Avail. of accessible stops (+8.5%)
•COVID safety procedures (+7.7%)
•Safe operation of buses (+7.2%)
•Ease of locating a bus stop (+7.0%)
•Cleanliness of buses (+6.2%)

Decreases 
•Safety at bus stops (-4.3%)
•Frequency of service (-8.2%)

95%
93%
93%

91%
91%
90%
90%

88%
87%
87%

86%
84%

81%
81%

75%

Safe operation of buses

Cleanliness of buses

Courtesy of drivers

Haw safe you feel riding this bus route

Availability of accessible bus stops

Ease of locating a bus stop

COVID safety precautions/procedures while riding

Safety at Brooks St. Transfer Center

Cleanliness of Brooks St. Transfer Center

Ease of getting service information

Cleanliness of bus shelters

Safety while waiting at a bus stop

Buses arriving on time

Information at the bus stop

Frequency of service

0% 20% 40% 60% 80% 100%

Very Satisfied Satisfied

Satisfaction with Norman Bus Services
by percentage of riders 
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EMBARK’s 
Norman Service 

Is Setting the 
Standard for 

Customer 
Satisfaction in  

All Areas! 
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97%

98%

98%

96%

97%

94%

94%

78%

72%

65%

74%

66%

64%

63%

71%

95%

93%

86%

87%

81%

75%

93%

84%

57%

55%

57%

68%

61%

59%

69%

50%

Safe operation of buses

Cleanliness of buses/streetcars

Cleanliness of bus shelters/platforms

Ease of getting service information

Buses/street cars arriving on time

Frequency of transit service

Courtesy of drivers/fare inspectors

Safety while waiting at a bus stop

0% 20% 40% 60% 80% 100% 120%

OKC Streetcar OKC Bus Norman National Average

by percentage of riders (excluding “don’t knows”)

Embark Satisfaction vs. National Average 
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Overall 
Satisfaction with 

the Quality of 
Service Provided 

By EMBARK is 
Very High! 

All Three Services Rated 
Significantly Above the 

National Average

15

 

97%

78%

90%

58%

OKC Streetcar

OKC Bus

Norman Bus

National Average

0% 20% 40% 60% 80% 100%

by percentage of riders who were very satisfied or satisfied (excluding “don’t knows”)

Overall Satisfaction with the Quality of Service
Embark Satisfaction vs. National Average 

+39%

+32%

+20%
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MAJOR FINDINGS: TOPIC #3

Top Priorities and Opportunities 
to Improve Transit Services
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Norman BUS
Service Attributes 

that Are Most 
Important to 

Riders 

17

Norman Bus Service Items That Are Most Important to Riders

45%

35%

27%

20%

15%

14%

14%

13%

13%

12%

11%

9%

9%

4%

3%

Buses arriving on time

Availability of accessible bus stops

Frequency of service

Haw safe you feel riding this bus route

COVID safety precautions/procedures while riding

Courtesy of drivers

Ease of locating a bus stop

Cleanliness of bus shelters

Safe operation of buses

Safety while waiting at a bus stop

Cleanliness of buses

Safety at Brooks St. Transfer Center

Information at the bus stop

Ease of getting service information

Cleanliness of Brooks St. Transfer Center

0% 10% 20% 30% 40% 50%

Most Important
Second Most Important
Third Most Important

by sum percentage of respondents top three choices
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Norman Importance-Satisfaction Rating
EMBARK Should Continue Emphasize the Highest Rated Areas to Sustain High Satisfaction Ratings in the Future.

Category of Service

Most 
Important 

%

Most 
Important 

Rank
Satisfaction 

%
Satisfaction 

Rank

Importance-
Satisfaction 

Rating

I-S 
Rating 
Rank

Medium Priority (IS < 0.10)
Buses arriving on time 45% 1 78% 14 0.0975 1
Availability of accessible bus stops 39% 2 81% 10 0.0735 2
Frequency of service 36% 3 83% 8 0.0603 3
Information at the bus stop 18% 5 80% 13 0.0369 4
Cleanliness of buses 16% 6 87% 5 0.0198 5
Ease of getting service information 8% 8 77% 15 0.0196 6
Courtesy of drivers 19% 4 90% 1 0.0194 7
Safety while waiting at a bus stop 11% 7 88% 4 0.0134 8
Cleanliness of bus shelters 6% 10 80% 12 0.0122 9
Ease of locating a bus stop 7% 9 83% 7 0.0122 10
Safety at transfer center 5% 11 86% 6 0.0064 11
Safe operation of buses 4% 12 88% 3 0.0043 12
Cleanliness of transfer center 2% 13 81% 11 0.0029 13
How safe you feel riding this bus route 2% 14 89% 2 0.0016 14
COVID safety precautions/procedures while riding 0% 15 82% 9 0.0000 15

18Cleanliness/Information Are Lower Cost Opportunities for Improvement with Potentially High Returns!

Top 6
Opportunities

for 
Improvement

19

Item 1.



Summary
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Summary
• EMBARK is setting the standard when it comes to providing riders with an 

excellent customer experience!
 Norman Bus satisfaction is 32% above the National Average

• Satisfaction has stayed the same or improved in most areas over the past 
year 
 Of the 15 Norman Bus attributes rated, satisfaction increased in 13 

areas 

• The Importance-Satisfaction analysis should be used to guide 
opportunities for improved 
 EMBARK should emphasize its efforts in lower cost opportunities that 

have high I-S ratings, such as cleanliness and driver courtesy on OKC 
buses. 
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QUESTIONS?

Thank You!
22
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it was submitted on May 31. Unfortunately, the City’s grant application for this program was 
not approved. 

 FY22 FTA Low- or No-Emissions Vehicle Program: Staff are proposing to replace 2 CNG 35’ 
fixed route buses. Council supported the application by Resolution on May 24, and it was 
submitted on May 31. The City’s grant application to this program was approved. Staff will 
begin the process to request Council’s acceptance of the grant and procurement of the 
vehicles. 

 
• Fleet Maintenance & Vehicle Procurement 
o City Fleet Maintenance staff continue to ensure that the transit fleet is in operational condition each 

morning for line up, despite the age of the vehicles that the City inherited. 
 The City’s Transit Fleet includes 27 revenue vehicles, 13 in the fixed-route fleet and 14 in the 

paratransit fleet.  Unfortunately, 21 out of 27 of the revenue vehicles used in the City’s transit 
fleet have met their useful life and are eligible to be retired according to FTA requirements. Two 
additional vehicles will reach the end of their useful life by the end of 2022, and a third will do so 
in 2023. 

o The City is currently in the process of purchasing 2 battery electric busses and staff anticipates 
receiving these vehicles in August/September 2022. Below is background information on both 
battery electric bus projects: 
 An authorization to purchase the City’s first battery electric vehicle, a transit bus, was approved 

at Council’s May 25, 2021 meeting. A purchase order was issued on May 27, 2021 to the 
manufacturer. Approximately 50% of the vehicle purchase price will be reimbursed through a 
grant received from Oklahoma Department of Environmental Quality through the Volkswagen 
Settlement Fund. 

 An authorization to purchase the City’s second battery electric transit bus was approved at 
Council’s August 10, 2021 meeting. A purchase order was issued on August 13, 2021 to the 
manufacturer. Approximately 70% of the vehicle purchase price will be reimbursed through a 
grant received from the FTA’s FY21 Low- or No-Emission Vehicle Program. The City’s project 
was 1 of 49 projects selected in the nation. 

 Council granted approval for additional funds to be allocated to both bus builds on December 
14, 2021. These additional funds were used to add charge rails to the top of the busses so 
that in the future an overhead pantograph charging system could be utilized. 

 As the buses near completion, staff will visit  the bus manufacturer’s facility in California to 
oversee part of the process.  

o On December 14, 2021 the City Council passed and adopted resolution R-2122-72 transferring 
$346,703 from the Capital Fund Balance to be matched with $122,812 available in the Public 
Transit and Parking Fund to be used to replace 5 paratransit vehicles in the Transit Fleet for a total 
of $469,515. Due to ongoing supply chain issues the price of the vehicles had increased, however 
staff were able to identify additional FTA grant funding allocated to Norman to supplement the cost 
increase and decrease the amount of local match that was provided from the Public Transit and 
Parking Fund. Resolution R-2122-98 was approved by Council on March 8 transferring an 
additional $149,454 (for a total cost of $584,655) to cover the cost increase. FTA grant OK-2020-
026 will be amended to $496,157 leaving a local match of $88,508 (a reduction in the local 
matching funds of $34,304.) 

o Staff have worked with the Oklahoma Department of Transportation (ODOT) to draft a contract to 
accept Surface Transportation Block Grant – Urbanized Area (STBG-UZA) funding for the 
purchase of 2 35ft low-floor CNG transit buses, which Council reviewed and approved at their 
June 14, 2022 meeting. A follow up authorization to purchase the buses will be drafted for review 
and approval.  

• Regional Transportation Authority (RTA) Update 
o In addition to Midwest City (who withdrew last fall), Del City and Moore expressed their intent on 

withdrawing from the RTA in May of 2022. An agenda item updating the RTA Trust Indenture due 
to these departures will be forthcoming to Council. RTA has stated that FY 2023 funding 
contributions will not change.   

 
Conclusion 

Thank you for your review of these updates and attached monthly performance report. Staff are available 
to answer any questions. 

 
Attached: EMBARK Norman Performance Report for July 2022 
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City of Norman 

Public Works Department 

Transit System Report       July 2022  
               
Purpose 

 

The Transit System Report provides a summary of both 

internal indicators and performance measures used to 

evaluate the performance of the EMBARK transportation 

system for the City of Norman. The internal indicators are 

mainly used by staff to compare performance to previous 

periods whereas, the performance measures having 

specific targets are more outcome-based and are 

included in EMBARK's strategic business plan to help 

demonstrate accomplishments given the resources that 

are provided. The internal indicators and performance 

measures included in this report address ridership, 

dependability, safety and align with EMBARK's mission.  

 

Total Ridership 

 

Total ridership for EMBARK Norman in July 2022 was 

20,697, compared to 20,174 in July 2021. The 

average total daily ridership was 828 for July 2022, a 

6.70% increase from 776 in July 2021. Fiscal-year-to-

date ridership is 20,697 passengers, a 2.59% increase 

from the July 2021 YTD total of 20,174. 

 

The fixed-route service totaled 18,906 for July 2022 

compared to 18,520 for July 2021. Average fixed-

route daily ridership for July 2022 was 757, compared 

to 712 for July 2021, a 6.32% increase. Passengers 

with bicycles or similar means of travel totaled 636, 

compared to 697 for July 2021. Passengers with 

wheelchairs or other mobility devices totaled 87, 

compared to 458 for July 2021. 

 

PLUS ridership totaled 1,791 for July 2022, compared 

to 1,654 for July 2021. The average total PLUS 

ridership was 72 for July 2022 and 64 for July 2021, a 

13.18% increase. Passengers with wheelchairs or 

other mobility devices totaled 321 for July 2022, 

compared to 347 for July 2021, a 7.49% decrease. 

 

Norman Transit 

Services 

Jul 

FY23 

Jul 

FY22 

+/- Jul 

FY22 

Fixed Routes (M-F) 16,850 16,575 1.16% 

110 - Main Street 3,955 4,101 -3.56% 

111 - Lindsey East 6,204 5,749 7.91% 

112 - Lindsey West 2,300 2,210 4.07% 

120 - West Norman 

Lnk 
104 151 -31.13% 

121 - Alameda 4,277 4,364 -1.99% 

144 - Social Security 10 N/A N/A 

Fixed Routes (Sat) 2,056 1,945 5.71% 

110 - Main Street 503 541 -7.02% 

111 - Lindsey East 667 592 12.67% 

112 - Lindsey West 312 300 4.00% 

121 - Alameda 574 512 12.11% 

PLUS ADA Service 1,791 1,654 8.28% 

PLUS (M-F) 1,683 1,579 6.59% 

PLUS (Sat) 108 75 44.00% 

Bikes 636 697 -8.75% 

Wheelchair 87 458 -81.00% 

PLUS Wheelchair 321 347 -7.49% 
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Fixed Route Weekday Ridership 

 

Total fixed-route weekday ridership for 

July 2022 was 16,850, a 1.66% 

increase from 16,575 in July 2021. 

Average weekday passenger ridership 

totaled 843 in July 2022; a 6.84% 

increase compared to 789 for July 

2021. The average RPSH was 12.32. 

 

 

 

 

 

 

 

 

 

Fixed Route Saturday Ridership 

 

Total fixed-route Saturday ridership for 

July 2022 was 2,056, a 5.71% 

increase from 1,945 in July 2021. 

Average weekend passenger 

ridership totaled 411 for July 2022, a 

5.66% increase over 389 in July 2021. 

The average RPSH was 11.24. 
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Added Mobility – Fixed Route 

 

Total passengers with added 

mobility, such as bikes and 

wheelchairs, totaled 723 for July 

2022, a 37.40% decrease from 

1,155 in July 2021.  

 

Bike passengers totaled 636, an 

8.75% decrease from 697 in July 

2021. Wheelchair passengers 

totaled 87, an 81.00% decrease 

from 458 in July 2021. 

 

 

 

 

On-Time Performance – 

Fixed Route 

 

Cumulative on-time 

performance for fixed-route 

buses was 87.1% in July 2022, 

a 4.60% increase from 82.5% 

in July 2021.  
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PLUS Weekday 

 

Total PLUS weekday ridership for 

July 2022 was 1,683, a 6.59% 

increase from 1,579 in July 2021. 

Average weekday passenger 

ridership totaled 84 for July 2022, 

a 12.00% increase from 75 for 

July 2021. RPSH was 1.19. 

 

 

PLUS Saturday 

 

Total PLUS Saturday ridership for 

July 2022 was 108, a 44.00% 

increase from 75 in July 2021. 

Average Saturday passenger 

ridership totaled 22 for July 2022, 

a 44.00% increase from 15 in 

July 2021. RPSH was 1.21. 

 

 

 

 

Added Mobility - PLUS 
 

PLUS passengers with added 

mobility totaled 321 for July 

2022, a 7.49% decrease from 

347 in July 2021. 
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On-Time Performance - PLUS 

 

Cumulative on-time performance 

for PLUS buses was 98.70%, a 

0.35% decrease from 99.06% in 

July 2021. 

 

Weekday on-time performance 

in the primary zone was 98.75%, 

a 0.60% decrease from 99.35% 

in July 2021. Weekday on-time 

performance in the secondary 

zone was 99.15%, a 0.46% 

increase from 98.69% in July 

2021. Saturday on-time performance  

was 97.09%, a 1.69% increase from 

95.40% in July 2021. 

 

 
 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 

PLUS Weekday 

Service Summary 

Jul 

FY23 

Jul 

FY22 

+/- Jul 

FY22 

 PLUS Saturday 
Service Summary 

 Jul 

FY23 

Jul 

FY22 

+/- Jul 

FY22 

Total Passengers 1,683 1,579 6.59%  Total Passengers 108 75 44.00% 

Total Trips 1,595 1,529 4.32%  Total Trips 103 65 58.46% 

Trips Daily Average 80 75 6.67%  Trips Daily Average 21 13 58.46% 

Trips Requested 1,595 1,529 4.32%  Trips Requested 103 65 58.46% 

Denied Trips 0 0 0.00%  Denied Trips 0 0 0.00% 

Capacity Denials 0 0 0.00%  Capacity Denials 0 0 0.00% 

No Show 32 19 68.42%  No Show 1 3 -66.67% 

PLUS Applications Jul 

FY23 

Jul 

FY22 

+/- Jul 

FY22 

New Applications 14 10 40.00% 

Renewals Received 12 4 200.00% 

Applications Approved 20 16 25.00% 

Applications Denied 2 2 0.00% 
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Summary of Services Table:  July 2022 

 

The table below provides daily averages for the number of passengers carried by many of the services offered by 

EMBARK Norman. The year-to-date (YTD) figures are cumulative totals. 
 

*Requires ¾ mile 

**Operates only on Weekdays until 7:00 pm 

***Operates only in Zone 1 

****Independence Day 2021 fell on Sunday. Full service was in effect on the following Monday. 

 

 

 

MEASURE 
FY 23 

YTD 

FY 23 

Targets 

 

# of Norman fixed-route passenger trips provided 18,906 251,881  

# of Norman paratransit trips provided 1,791 21,000  

% of on-time Norman paratransit pick-ups 98.70% 98.58%  

# of Norman bus passengers per service hour, cumulative 12.19 13.04  

# of Norman bus passengers per day, average 757 N/A* N/A* 

% of Norman required paratransit pick-ups denied due to capacity 0.00% N/A* N/A* 

% of on-time fixed-route arrivals 87.10% 80.94%  

 

*These LFR targets are currently unavailable. We hope to have them soon. 
  

EMBARK Norman 

Service Summary 

ADP 

Jul FY23 

FY23 

YTD 

FY22 

YTD 

 
Service Profile 

Jul 

FY23 

Jul 

FY22 

Fixed Routes (M-F) 843 16,850 16,575  Weekdays 20   22 

Fixed Routes (Sat) 411 2,056 1,945  Saturdays 5   5 

PLUS (M-F) 84 1,683 1,579  Gamedays 0   0 

     -Zone 1*  68 1,445 1,263  Holidays 1 0**** 

     -Zone 2** 12 238 316  Weather 1 1 

PLUS (Sat)*** 22 108 75  Fiscal YTD Days 25 26 

     Cal. YTD Days 177 179 

Strategic Performance Measures  
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 Added Mobility – Wheelchairs, bicycles, scooters, and other devices used by passengers 

in conjunction with transit 

 ADP – Average Daily Passengers 

 ADR – Average Daily Ridership 

 AVG – Average 

 Fixed Route – Regular bus service 

 FY22 – The fiscal year 2022. Lasted from 7/1/2020 to 6/30/2021 

 FY23 – The fiscal year 2032. Lasting from 7/1/2021 to 6/30/2022 

 FY YTD – Fiscal Year, Year to Date 

 LFR – "Leading for Results," EMBARK's internal performance measurements and targets 

 OTP – On-time performance 

 Paratransit – ADA vehicle service for seniors and other clients with special needs 

 PAX – Passenger 

 PLUS – Brand name for EMBARK Paratransit service 

 RPSH – Riders per service hour 

 SAT – Saturday 

 WKD – Weekday 

 YOY – Year-over-year, used to compare the previous year's performance when available 

 ZONE 1 – Primary zone for PLUS operation 

 ZONE 2 – Secondary zone for PLUS operation 
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