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MEETING NOTES 

December 6th, 2019 

 

In Person: Kim Pearson (PSRC), Jean Kim (PSRC), Jon Morrison Winters (ADS), Marie 

Marquart (MV Transportation), Mark Smutny (Sound Generations), Megumi Tanaka (United 

Blind of Seattle), Sam Nigh (SHAG) 

 

On Phone: Carla James and Julie Povick (Seattle Children’s)   

 

Staff Support: Cassidy Giampetro, Janie Walzer, and Staci Haber 

 

UPDATES AND ANNOUNCEMENTS 

The meeting began at 1pm. After introductions and an acknowledgement of the workgroup 

guidelines, brief announcements were shared. 

 

The Puget Sound Regional Council is continuing to collect data for their 2022 Regional 

Coordinated Plan. 

 

UPDATE AND DISCUSSION: ONE-CALL ONE-CLICK PROTOTYPE  

 

The One-Call One-Click Prototype lasted from November 1st to November 27th, 2019. It offered 

one phone number and one online form that riders could call to be matched with a service to 

fulfil their trip. The service was advertised in the Bothell/Kirkland and South Seattle areas. 

 

A total of four calls were received and two round-trip rides were fulfilled. Three of the calls made 

were requesting rides to be fulfilled in three days or less. Three out of the four rides requested 

were for medical appointments. Two of the rides were cancelled, with riders stating that they 

found other sources of transportation. This prototype worked with a total of 10 service providers.  

 

The Prototype was advertised, meaning flyers were distributed, at the following locations: 

• Peter Kirk Community Center 

• IDIC Seattle 

• White Center Food Bank 

• Hopelink Kirkland Food Bank 

• SHAG Woodlands at Forbes Lake 

• Northshore Senior Center 

• Asian Counseling and Referral Services 

• Kirkland Community Can channels 

 

Ultimately, the delayed advertising of the prototype substantially impacted the number of calls 

received. This impact was strengthened by the fact that the prototype only lasted three weeks. 
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However, a lot was learned during the process about the coordination between service 

providers, the types of calls a system may get, and the steps necessary to both receive and fulfil 

trips. For example, Inclusive Planning staff talked individually to each participating service 

provider and learned about their intake processes. This, in addition to compiling their intake and 

registration forms, facilitated important realizations about the complexity of simplifying the one-

call one-click process and accommodating the advanced notice of different services. 

 

While the calls were in no way representative, it was also interesting to observe the short-notice 

nature of them. Two of the trips were cancelled because riders had secured alternative 

transportation in the waiting time between their original call to the prototype and confirmation 

from prototype staff, which occurred one day after intake. This validates the need for a One-Call 

One-Click system to accommodate on-demand services and be prepared for callers who have 

exhausted other options. It also exposed the lingering question of when the warm-hand off can 

be made between a One-Call One-Click system and a transportation provider. 

 

Attendees shared how the prototype results fit into their vision for One-Call One-Click. Some 

shared that the prototype’s calls affirmed their experiences with people needing short-notice 

trips. Others felt that the low call-volume might reflect that it is more important to advertise these 

services to those coordinating rides, like case managers and hospital staff. Attendees confirmed 

that a One-Call One-Click platform would be important to those calling on behalf of others; not 

everyone is trained and wants to be trained on transportation options, so they need a resource 

that can fill these gaps.  

 

A report on the One-Call One-Click Prototype will be produced and shared with the Workgroup. 

This report will include things like the names of participating service providers and the call intake 

script. 

 

UPDATE AND DISCUSSION: ENGAGEMENT FINDINGS  

 

Alongside the prototype, outreach for One-Call One-Click was being sought by Inclusive 

Planning staff. This has meant tabling at different places and events to hear feedback on 

transportation and One-Call One-Click related topics. 

 

While outreach is continuing, feedback for One-Call One-Click was collected at the following 

places at the time of the meeting: 

• African American Caregivers Forum 

• Peter Kirk Community Center 

• New Bethlehem Day Center 

• SHAG Woodlands at Forbes Lake 

 

Outreach was being performed in two ways: 
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1. During the length of the prototype, staff would table at centers and distribute flyers, 

answering questions and hearing thoughts about the prototype service.  

2. Tabling and distributing a brief survey that investigates how people find and schedule 

transportation, what services they use, and what features they like or would appreciate 

in a system that can help them to get around. 

 

Common themes emerged from talking to people in these environments. People were often 

unaware of the different, more niche programs available beyond public transit that they may be 

able to utilize. They were similarly unclear about what the prototype and a One-Call One-Click 

system was itself, confusing it for a transportation service or brokerage. Lastly, many people 

expressed a desire for more on-demand options that were also affordable.  

 

Attendees suggested that more outreach should be done at medical facilities, through senior 

alumni associations, and within the network of larger companies. 

 

Outreach through surveying is continuing to inform the business plan. 

 

SUSTAINABILITY AND NEXT STEPS 

 

Now that the One-Call One-Click prototype is finished, the next steps for the Workgroup focus 

on continuing to gather information to supplement the business plan and thinking of future 

funding sustainability.  

 

Some key themes that have arisen from work done on this project so far are: 

• A system that allows for rider profiles that store information 

• An emphasis on emergency management and access to healthcare components 

• Consideration for future payment integration 

• The ability to prioritize search results 

• Strong and developed filtering systems 

• A reliance on real-time data 

• A strong accessibility lens 

 

These showcase some of the important features that various channels of feedback have 

suggested thus far.  

 

One important next step is creating a survey that will be sent to transportation providers to 

gauge their levels of interest and capacity to be involved in an initial One-Call One-Click system. 

Inclusive Planning staff will be designing this survey and will share with the Workgroup for 

feedback. The goal is to provide a better picture of service participation in our region by using 

this data to create a spectrum of buy-in.  
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Kevin Chambers, One-Call One-Click consultant from Full Path LLC, will produce the One-Call 

One-Click business plan by the end of January 2020. 

 

When asked about future funding, Staci informed the group that King County Metro may be 

applying for an FTA grant on behalf of the KCMC. The logistics and details are still being sorted 

out, but there may be a reliance on this Workgroup to provide support.  

 

As far as sustainability of the Workgroup, Cassidy asked the group if they would be willing to 

organize another meeting before the end of the grant on January 31st, 2020. She will be trying to 

organize that call-in that will allow the Workgroup to check-in on the sustainability and funding 

process. 

 

ACTION ITEMS 

• Cassidy will follow-up with the Workgroup to schedule a final meeting before the end of 

the grant 

• Cassidy or Staci may reach out to the Workgroup with requests in pursuit of the FTA 

grant application 

 

NEXT MEETING 

A final workgroup call is TBD; a poll will be sent out in the follow-up communications to 

determine a time. 

 

CONTACT 

Cassidy Giampetro, Program Supervisor 

CGiampetro@hopelink.org 

(425) 943-6752 

Staci Haber, Director 

SHaber@hopelink.org 

(425) 943-6769 

 


