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OCOC Prototype Study Proposal 

 
Purpose of study: 
Communities across the country are adopting telephone and internet-based services to better respond 
riders’ needs for more customer-friendly transportation solutions. Riders and their caregivers need a 
simplified way to find and secure transportation in the region. The idea for such a system has evolved 
over the years, most recently being referred to as a “One-Call/One-Click” system (OCOC). Through 
community outreach, the King County Mobility Coalition has concluded there is a clear need to simplify 
the process of finding and securing transportation, particularly for older adults, people with disabilities, 
and other individuals using alternative modes of public transportation. There should be one number to 
call and one website to go to where the public can request a ride with any transportation provider in the 
region. This system will be tested in one or two small geographic areas in King County to gauge the 
customer experience and what it would take to run a successful program.  
 
Outcome:  
We will gain a better understanding of the customer experience and logistics to aid the technology 
innovations necessary for a successful and relevant one-call/one-click system for our region. The 
findings and lessons learned will be incorporated into the business plan and subsequent Request for 
Proposal (RFP). 
 
Steps to booking a ride: 

1. A customer or their assistor calls the central number or completes an online initial intake form. 
2. Staff support responds by collecting necessary information. 

a. If the request follows standard procedure (and is eligible for for-profit provider if an 
existing provider is unavailable), the call taker will inform the requestor that their 
request has been approved. The call taker will let them know they will receive an update 
call confirming their service match at least 48 business hours before their ride. 

b. If the request requires more complexity to the service matching, a staff member will 
inform the requestor that they will receive an update call within 48 business hours to 
determine if they can be matched with a provider. If they are eligible for a match, the 
call taker will inform the requestor that another call confirming their service match will 
take place at least 48 business hours before their ride. 

c. If the request needs to be fulfilled in less than 48 business hours, this process will be 
expedited.  

3. Staff support assesses which options the requestor may be eligible for. They then contact the 
eligible transportation provider agency(ies) and provide them the information from the intake 
form. Agencies will then submit a ride request based on their standard operating procedure, 
reaching out to staff when a ride is confirmed. 

a. When a ride is confirmed with a provider, staff will cancel requests if they had reached 
out to other agencies. 

4. Once an agency is confirmed, staff will connect back with the requestor via email/phone to 
provide details of the agency providing their trip. This service match confirmation will take place 
at least 48 business hours before their scheduled trip.  

a. If no option is confirmed from an existing transportation provider, the requestor will 
receive confirmation for their ride for one of three modes based on their needs: 
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wheelchair accessible taxi, Envoy America, or GoGoGrandparent. First mile/last mile 
solutions will be explored.  

b. After this call, all communications about the ride will be through the service provider’s 
standard operating procedure. 

5. Staff follows up with the customer after 2-3 business days to hear how the trip went and to 
gather any feedback on how their experience with requesting the ride could be improved.  

 
Assumptions: 

• User is calling between 1 – 30 days in advance of trip request  

• User may request up to 2 roundtrip requests during the experiment’s duration 

• User is aware this is a finite study and will be informed of this upon calling  

• User agrees to be contacted 2-3 days after ride to provide 5-10 min of feedback on their 
experience. The user will be entered in a raffle for participating in the post-survey.  

• Clear communication and understanding on response time/hours of operations  

• Clear communication and understanding on which trip requests are eligible 
 
Key details: 

• Operating in two regions: South Seattle and Bothell/Kirkland 

• Marketing to be limited to targeted site locations or partner channels 

• Hopelink and KCMC staff will manage phone lines and online submissions from 8:30am to 
4:30pm, M-F 

• Fare will be subsidized by Hopelink in applicable situations when either cost in a barrier or riders 
are matched with a for-profit provider, up to 20 miles from origin (first mile/last mile solutions 
will also be explored) 

 
Timeframe: 

• Prototype runs from November 1st to November 27th; complete post-evaluation in early 
December. 


