
Via to Transit / Ride2 Field Trip 

Questions & Answers 
 

Is a monthly pass available as well as the e-purse? 

Both services, Ride2 and Via to Transit, accept ORCA-based payments, including 

monthly passes and e-purse. In the case of Via to Transit, when you create a profile 

with the app, it also asks you to put your ORCA card number into your profile, but 

this is just for data tracking purposes. The vehicles have ORCA readers in them, and 

transactions only begin when a rider beeps their card. All discounted fare options are 

offered and ORCA’s two-hour transfer windows are honored. 

When does these pilots end? What happens next. 

All projects have been conceived as 12-month pilots, for Metro (and partners like 

SDOT and Sound Transit) to evaluate performance and make decisions about their 

longer term feasibility. Ride2 Eastgate’s 12-month pilot period concludes in October 

2019, Ride2 West Seattle’s in December 2019, and Via to Transit’s in April 2020.  

Are the service hours based upon when a rider initiates request or completes a 

trip?  

When it is initiated. So, if a rider begins a trip within the service hours and is still 

traveling in a vehicle past the service hours, the rider is not penalized. 

What happens if someone calls the Via or Ride2 interpreter line? What would 

happen if they just called the Metro General line instead? 

If a caller uses the Via/Ride2 interpreter line directly, a representative who speaks 

English will ask the caller what language they want and they will be patched through 

to an interpreter. If a caller started with the Metro General line, a representative 

would just give the caller the Via/Ride2 phone numbers. To cut down on extra steps, 

it’s best if someone calls the Via/Ride2 lines first. 

Are the apps in other languages? 

No, only in English, so the messaging is really to call in order to book rides if 

someone speaks another language. 

How was the advertisement/marketing different between both Ride2 service 

areas? 

Metro made very similar marketing efforts in both service areas (online, street 

teams, community outreach events, others). They are learning from this to improve 

and tweak for future promotion efforts. Any ideas on this front would be helpful in the 

future. 



What do the vehicles look like?  

Via to Transit vehicles are 6-passenger all black Toyota Siennas and Ride2 vehicles 

are 12-passenger blue vans; both have distinct Metro branding (see pictures below). 

Wheelchair accessible vehicles look the same, but accommodate fewer seated 

passengers. When requesting rides through the apps, customers will be provided a 

specific vehicle ID number so that people get into the correct vehicle (license plate 

for Via, vehicle number for Ride2).  

 

  
 

How many vehicles does Via have and what are the wait times like? 

There are 18 total vehicles, 3 of which are wheelchair accessible (however, all 18 

vehicles do not always provide service at the same time). Via’s goal is to pick up 

riders within 10 minutes or less. 

How are you going to tweak and improve service and service provision after the 

pilots end? 

All projects have been conceived as 12-month pilots so that Metro (and partners like 

Seattle Department of Transportation and Sound Transit) can evaluate performance 

measures and make decisions about longer-term feasibility. On a daily basis, Metro 

makes tweaks and improvements to these services using aggregated operational 

data and customer feedback.   

Ride2 and Via to Transit is first-mile/last-mile so the trip must begin or end at a 

transit hub. But, if a customer wanted to take a trip that was ‘end-to-end’ – from 

their origin directly to their destination – could they do that?  

These services are designed to connect people to and from transit centers and light 

rail stations, but there is no policy mandating a rider must transfer to fixed route 

transit. Customers’ ORCA cards (or other payment methods) are not reviewed to 

see if a transfer to fixed route service indeed took place. 

Do you have data on how many people with disabilities use this service?  

We would have to look at the data. Not off-hand. 



In customer surveys, are you also asking about how the service can be further 

improved?  

We could certainly do this. We are seeing the challenges right now and working 

through improvements. 

How long do the vehicles wait at the pick-up point for the rider? 

Ride2 drivers will wait three minutes. They cannot expand this because it’s 

considered public transit and any further wait times would also impact other 

customers. With Via, drivers will wait two minutes. 

Are these Metro drivers? 

No. Via drivers are private independent drivers. Ride2 drivers are Hopelink 

employees. 

You suggest that people order ahead of time, however what if their plans change?  

Both services offer the option to cancel a trip request. As of right now, there is no 

cancellation penalty. 

Via to Transit describes their service as corner to corner. Is this fundamentally 

different from other services that are door-to-door?  

In certain circumstances, riders may need to walk a bit to access the vehicle. It may 

not come straight to their door like Metro Access does. 

How far away from the light rail/transit hub do you have to be for this service to 

work?  

All service areas are designed like a donut. There is a ¼ mile radius from the transit 

hub where Via to Transit doesn’t pick riders up. However, if a rider selects a 

wheelchair accessible vehicle, there is consideration of the rider’s level of disability 

and mobility limitations. Riders also must specify through the app if they need help 

from the driver to get into the vehicle. 

How many people can you ride together with?  

You can add up to 5 passengers through app, even after the request is submitted. 

Each person must pay.  

If a rider has children and needs a car seat, do you supply them?  

Car seats and booster seats are required when applicable on Ride2 vehicles and 

must be provided and installed by the parent/guardian. On Via to Transit, 

parents/guardians are strongly encouraged to bring a car seat and booster seat 

when appropriate.  



Metro allows children under 5 to ride for free. When you’re booking a ride, do you 

count child as well in the passenger section? 

For insurance purposes, all passengers need to be accounted for, though riders will 

not be charged for children under 5 years of age. 

Do the services accept Human Services Bus Tickets, the discounted tickets that 

social service agencies buy to provide to people with income insecurity, and who 

are experiencing homelessness?  

Ride2 does, but Via to Transit doesn’t. However, the policy to have no fare disputes 

is aligned with Metro’s. So, if someone cannot pay, a driver cannot force someone 

out of the vehicle. Additionally, fare enforcement isn’t allowed on Via to Transit and 

Ride2. 

A Hopelink Mobility staff member noticed that at the Columbia City light rail, there 

were no benches for the Via to Transit stop. Updating these areas with seats 

would greatly incentivize ridership. 

Sound Transit and Metro worked together to identify safe locations near the light rail 

stations, even if they lacked amenities. If these were to be more permanent, these 

are things that Via to Transit, Metro and Sound Transit would work on. 

Point of Feedback 
 

A community member noted that the service needs a few changes for them to 

consider it to be successful. However, they still see time-of-day and marketing 

strategy to be wanting. They emphasized that when this pilot is over, if the service 

continues, there should be expanded hours and a broader swath of promotion done 

to make sure Ride2 serves all people in its West Seattle service area. 

 




