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ETC Institute: A National Leader in Market 
Research for Local Governmental Organizations

…helping city and county governments gather and use survey data to enhance 
organizational performance for more than 35 years

More than 2,200,000 Persons Surveyed Since 2006 
for more than 900 cities in 49 States
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Agenda

• Non-Rider Survey Findings
• Rider Survey Findings
• Transit Summary
• Questions 
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Purpose of the Survey
• Assess the perceived importance of 

transit in the community among those 
who don’t use transit

• Measure awareness of EMBARK and 
familiarity with the services provided 

• Determine if non-riders would consider 
using transit and if so,

– What service characteristics are 
most important

5



Methodology
• Surveys were conducted during the winter of 

2020
• Administered by email and mail to 1,275 

residents in EMBARK’s service area:  973 in 
Oklahoma City and 302 in Norman

• Overall results have a precision of at least +/-
2.7% at the 95% level of confidence.
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Findings from the Non-Rider Survey

7



8



9



10



11



Findings from the Non-Rider Survey
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Findings from the Non-Rider Survey
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Purpose of the Survey
• Better understand the characteristics 

of riders
• Assess satisfaction of EMBARK’s 

overall performance 
• Identify opportunities for improvement
• Measure changes since the last survey 

efforts in 2016, 2017 and 2019
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Methodology
• Surveys were conducted during the fall of 2020
• 1,208 total surveys were completed:  994 in 

Oklahoma City and 214 in Norman, 200 on 
Streetcar

• Overall results have a precision of at least +/-
2.5% at the 95% level of confidence.
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Findings from the Rider Survey
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Streetcar Results
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Streetcar Results

10 of the 12 Service Items Previously Rated Increased Compared to 2019
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Who is Using the Streetcar
• 64% are visitors/visiting the downtown area

• 9% work in the downtown area 

• 44% female, 52% male, 4% other/prefer not to answer 

• Approximately 31% are non-white; 13% African 
American, 56% White 

• 28% reported household income less than $20,000; 
31% $50,000 or more 

• 13% of respondents surveyed use the streetcar daily; 
50% less than once per month



Findings from the Rider Survey
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Findings from the Rider Survey

29



30



 EMBARK continues to do an excellent job of 
raising awareness of itself  

 Most residents think transit service is very 
important even if they are not using it 

 Overall satisfaction with transit service among 
riders is high

 Transit service is important to the region’s 
economy because most riders are using the 
service to get to/from work

 Many non-riders would be willing to use transit 
under the right conditions

 As service improvements are made, expectations 
are likely to rise
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QUESTIONS?
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