
 

1 
 

  
Education and Outreach Committee 

MEETING NOTES 

November 7th, 2016 

First Transit  

Access Transportation Control Center 

 

Participants: Alex Ko (Sound Transit), Alex O'Reilly (City of Bellevue), Andes Kong (CISC), 

Annie Farrugia (First Transit), David S. Waggoner (King County Veteran's Advisory Board), 

Donna Sansoterra (First Transit), Eleen Trang (SDOT), Gaby Bell (Harborview Medical Center), 

Jeanette Frazier (First Transit), Lauren Link (Hopelink), Penny Lara (King County Metro), 

Spencer Cotton (King County Metro), Tom Irvin (First Transit).  

 

Staff: Staci Haber 

 

WELCOME, INTRODUCTIONS, AND ANNOUNCEMENTS 

 

The meeting began at 9:30am. All attendees provided introductions.  

 

Announcements: 

• The next King County Mobility Coalition quarterly meeting will be on Tuesday, November 

16th from 9:30am to 11:30am at Catholic Community Services in Seattle;  

• Aging and Disability Services is hosting a forum on Housing and Aging on Thursday, 

November 17th from 9am till 12pm at New Holly Gathering Hall in Seattle. 

 

Staci Haber also provided an update to an issue brought up in the last Education & Outreach 

meeting surrounding inaccurate translations on the ORCA vending machine. This issue has 

since been resolved.  

 

TOUR: METRO’S ACCESS TRANSPORTATION CONTROL CENTER  

 

Tom Irvin, General Manager of First Transit, provided an overview and tour of King County 

Metro’s Access Transportation Control Center and their various departments and functions. And 

while First Transit oversees the operations, they work with many other partners to ensure the 

success of the service, including King County Metro, Transdev and Solid Ground (the main 

service providers), Harborview Medical Center (eligibility specialist), as well as the paratransit 

services in Snohomish and Pierce counties. 

 

There are three main functions of First Transit’s service: Customer Service, Operations, and 

Transit Options. For the Customer Service center, most calls happen in the afternoon between 

4:00pm to 5:00pm. The best time for clients to call is between 10:00am to 2:00pm, when they’re 

less busy.  
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Jeanette Frazier, an Education & Outreach Subcommittee member, oversees the Pathway 

Review and Transit Options programs. This latter service provides individualized training for 

clients (people with disabilities and older adults) on how to ride the bus. This training is always 

optional and free of cost to the client. There is also a group instructor who provides a two-day 

class on how to ride the bus. First Transit also follows up with clients when there’s a service 

change that may affect that individual’s route to ensure they’re aware of the changes and knows 

how to get around.  

 

One attendee asked the difference between Transit Options and Hopelink’s Travel Programs. 

Lauren Link (Hopelink) responded that Hopelink trains individuals in groups who do not qualify 

for First Transit’s programs, such as immigrants, refugees, and low-income individuals. David 

Waggoner (King County Veteran’s Consortium) asked who provides the travel training for 

Sound Transit service. First Transit said that Sound Transit and King County Metro contract to 

provide this same service.  

 

Staci Haber asked about paratransit transfers between the adjacent counties. The county of 

origin books the trip and decides if the trip is eligible before transferring the details to the other 

county. Since many riders call to book their trips the day before, First Transit coordinates with 

the other counties after hours to finalize the full cross-county trip the next day. Pierce County 

uses the same scheduling software, Trapeze, whereas Snohomish does not, which can add 

another layer of complexity. The first vehicle then brings the passenger to a transit center at the 

county line and waits until the second vehicle arrives. This can cause further delays for the first 

vehicle but the transit agencies continue to work together to improve transfer service. 

 

 

UPDATE AND DISCUSSION: SUBCOMMITTEE INITIATIVES 

 

There has been several discussions in previous meetings about improving education for limited 

English proficient (LEP) populations. More specifically, there is a desire from subcommittee 

members to enhance Access’ communication with this population. In one scenario, if a non-

English speaker calls Access, they need to communicate their preferred language before being 

transferred to Language Line so they can speak to an appropriate interpreter. It’s important to 

educate the public to state their language but also remain patient while the transfer takes place 

(and to not hang up!).  

 

Access’ Ride Guide is available in English, which provides a comprehensive overview about the 

service. [Update: A Spanish version is also available online.] Non-English and non-Spanish 

speakers are asked to call Access for an overview of the service or to ask specific questions. 

Andes Kong (CISC) acknowledged the client would not know what question to ask if the guide is 

not available in their language; the process is difficult if it’s their first time. Spencer Cotton (King 

County Metro) asked if an online version of the Ride Guide would be useful to this population, 

with the ability to translate to other languages. The issue with a print version is the information 

changes so frequently. Alex O’Reilly (City of Bellevue) asked whether an audio version, which 

provides an overview of the service, would be more useful for LEP populations. This medium 

would minimize the barrier to information for individuals who have difficulty reading in their own 

http://metro.kingcounty.gov/tops/accessible/programs/access.html
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language. Gaby Bell (Harborview Medical Center) agreed, also highlighting an audio version 

would ensure people with vision impairments are not left out.  

 

The second topic of discussion surrounded King County Metro’s Special Assistance Cards, 

which has three distinct colors corresponding with the user type: (1) White: For blind riders; (2) 

Yellow: For deaf-blind riders; and (3) Orange: For LEP riders. Jeanette Frazier confirmed they 

distribute the Special Assistance Cards at their outreach events. Dave Waggoner noted the 

barriers faced by tourists visiting the greater Seattle region, especially those that speak other 

languages. Dave recommended using these cards to communicate with drivers on their specific 

needs. Tom Irvin brought copies of Safe Journey Cards used in England. One card reads, 

“Please wait for me to sit down in case I fall”. Gaby Bell likes this card as this is a common 

barrier for people using fixed route transit. Dave Waggoner, a retired Metro bus driver, 

understands the importance of keeping the bus on schedule but would personally have waited 

for the passenger to sit down if he was shown that card. This subcommittee will explore the 

feasibility of promoting these cards to our target populations once we learn more about how it's 

currently being used by the public.  

 

 

UPDATE: KING COUNTY ACCESSIBLE TRAVEL MAP 

 

Alex O’Reilly quickly showcased the updated King County Accessible Travel Map, which 

highlights transportation options serving people with disabilities and older adults in King County. 

To request copies of this map, please contact Staci Haber at shaber@hopelink.org.  

 

 

NEXT STEPS 

 

There was not sufficient time to discuss the subcommittee’s next steps, including recurring 

meeting schedule. Based on the King County Mobility Coalition meeting schedule, which takes 

into consideration the other subcommittees and subregional coalitions, the best time for this 

subcommittee to meet is the second or third week of the month, starting in February. Staci 

Haber will e-mail a survey for subcommittee members to complete to garner their preferences 

for bi-monthly meeting times as well as help prioritize field trip ideas for future subcommittee 

meeting locations. 

 

ACTION ITEMS 

 

• Committee members will recruit for new members and identify who’s missing from the 

contact list; 

• Gaby Bell will send the “pink card” text for committee members to review (continued 

from September meeting); 

• Penny Lara will find the Sound Transit contact for requesting translations (continued 

from September meeting); 

• Staff will send Penny Lara all the “Community Brochures” files for Penny to print and 

send to Caitlin (continued from September meeting); 

http://metro.kingcounty.gov/tops/accessible/riding-the-bus/assistance-cards.html
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• Staff and Committee members will explore the feasibility of an audio recording on King 

County Metro Access; 

• Staff and Committee members will assess the usability of the special assistance cards to 

determine if any changes should be made before commencing a marketing campaign to 

promote them; and 

• Staff will distribute a survey to garner feedback on recurring meeting times and location 

preferences.  

 

NEXT MEETING 

TBD 

 

EDUCATION AND OUTREACH CONTACT 

 

Staci Haber, staff 

SHaber@hope-link.org 

425.943.6769 

 

 

 


