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One-Call/One-Click Feedback Summary 

 Throughout Round 1 and Round 2 of the KCMC’s Inclusive Planning grant, feedback on 

features and demand for a One-Call One-Click system in our area came from various places – 

whether it be a workgroup, summits, other coalition committees, or direct outreach. This 

summary serves to document a list of consistently mentioned attributes that individuals have 

expressed are important to their vision of a coordinated system. 

 Surveying 

 During Round 2, surveys were distributed orally at a total of six locations, reaching 53 

participants. The locations were community and senior centers, shelters, and a community 

forum event. Respondents were asked about their current transportation habits, their likes and 

dislikes of the current system, and their recommendations for improvement. Questions were 

posed to more specifically investigate a respondent’s attitudes towards technology or 

accessibility features as it could relate to a One-Call One-Click.  

 From these surveys, most respondents (66%) used King County Metro buses to get 

around. Respondents also commonly cited using Access, Hopelink Medicaid, Sound 

Generation’s Hyde Shuttle, and Sound Transit buses or light rail. When asked about their 

methodology to finding and/or scheduling transportation, respondents cited using Google 

Maps (20%), paper bus schedules (18%), people around them including bus drivers (15%), King 

County Metro’s Trip Planner (13%), and One Bus Away (13%). Other answers included calling 

King County Metro, using VetsGo, using the maps at bus stops, and having a caregiver book 

transportation on behalf of them.  

During surveying, respondents were then asked if their current system of finding and 

booking transportation works well for them and, if not, why. Many replied that barriers to them 

in using transportation revolve around buses not having accommodating hours or frequency, 

and buses not being affordable in general. Many also replied that there are often long wait 

times on the phone when they call to book a ride. Some stated that the advanced notice 

requirements of alternative services can make them hard to utilize. One person said that it can 

be difficult to find the right person online or through the phone who can appropriately advise 

on eligibility when they are calling to book a ride on behalf of someone else.   

To touch more specifically on One-Call One-Click features, a survey question asked 

participants their likes or dislikes about the current method or interface they use when securing 

transportation. A few respondents mentioned the importance of a call center to them, as they 
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were not comfortable using other technologies. The following is a list of features that people 

enjoy of the interfaces they currently use: 

• Input for arrival and departure times  

• Listing of multiple service options for trip 

• Widespread availability and offline access of paper bus schedules 

Here is a list of features that respondents would like to see in an improved interface: 

• Ability to select streets or landmarks without addresses 

• Indication of when a bus stop has a shelter (or not) 

• Language options 

• Allows for a login that will save personal information 

• Easy access to confirmation and trip details after booking 

• A reliance on deal-time data, including construction delays 

• An option to save routes or services for offline use (to be accessible without WiFi 

or data usage) 

• Someone who can walk you through how to use apps and services 

• Cross-county coordination 

Finally, respondents were asked to provide general feedback on things that would make 

finding and securing transportation easier in their lives. Many people indicated that a big 

improvement could be made if they, primarily, had more diverse services available to them, but 

also if it was easier for them to find services that can cater to their direct needs; for example, 

individuals wanted it to be simpler to find services that offered hand-to-hand support, that 

allowed you to request the same driver over different trips, and that provided direct service to 

grocery stores. Respondents also mentioned things like making paper bus schedules easier to 

read and having more places to refill ORCA cards. 

 Engagement Feedback 

Beyond surveying, feedback on One-Call One-Click was recorded during workgroup 

meetings, coalition and committee meetings, summits, and any other conversations the topic 

was discussed. Here are some categorized recommendations1 that individuals have made about 

their suggestions for an ideal One-Call One-Click. 

Ideas for the overall structure include: 

                                                            
1 These recommendations do not include those mentioned in surveying, which are listed in the section above. 
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• A shared operational framework and vision should be developed and agreed upon 

across transit agencies and counties; 

• There should be one number to call to schedule a ride with any transportation provider 

in the region; 

• A person should staff the line who can provide personalized trip planning for callers; 

• Staff for OCOC should serve as a centralized “point person” and be a liaison between all 

transportation providers; 

• Transportation providers should be coordinated across agencies with this system; 

• The system should serve as a centralized place where all can learn about transportation 

options; 

• The system should strive to offer seamless cross-county transportation; 

• This should be a scalable project that can be achieved with the time and monetary 

constraints in place; 

• The initial client evaluation process should be simple and easy to understand; and 

• The platform should have the ability to schedule reoccurring trips, especially for users 

with reoccurring medical appointments.  

Ideas for the technology include:  

• Staff should create or think of a way that individuals with poor internet coverage or 

cellular data can access the service offline; 

• The system should rely on real-time data that updates according to construction delays; 

• There should be a mobile phone app version of the service that is compatible for all 

platforms; 

• The system should have improved information technology (i.e., smart phone apps that 

are more accessible, same day rides, smart stops); 

• A OCOC website or phone app should serve as a centralized spot for all transportation 

provider information (i.e., a website with both Metro and Sound Transit Schedules); 

• Fare integration should be considered; 

• The system should have the ability for customers to create personal profiles that record 

addresses, detail confirmed trips, and save eligibility or filtering preferences to 

streamline trip planning; 

• Customer profiles should have a centralized registration process where people only 

must input their information once and can access via either the web or phone app; 

• The system should allow for both phone calls and text-messaging capabilities for trip 

planning; 
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• The OCOC agency should develop a robust privacy policy and indicate where and how 

information is stored (Ex for need: undocumented workers who are hesitant to share 

information that could be shared with government);  

• The system should allow for real time communication both on the phone and though an 

online chat feature;  

• The system should include an option to send reminder alerts about upcoming trips; 

• Data should be collected on the types of trips people are taking, the filters they are 

using, their eligibility, and other elements to inform mobility conversations; 

• Allow for the option to schedule a ride at a future time so if a provider's software 

doesn't support the time frame selected, the system will queue the request until it can 

be processed with the transit agency; and  

• The OCOC platform should support same-day dispatching, and potentially be compatible 

with Transportation Network Companies or taxis. 

 

Ideas for user interface and accessibility features include:  

• Both the online and mobile platforms should offer different screen settings for varying 

accessibility needs (i.e., high contrast options, large text options, languages, screen 

readers); 

• Mapping software should be made accessible by indicating environmental contexts (i.e. 

streets with hills, crosswalks with accessible pedestrian signals); 

• Users should be able to use landmarks and streets as opposed to exact addresses to 

request trips; 

• An interpretation and/or translation service should be available for users;  

• Customer profiles should have the ability to be accessed by the user’s caretaker or 

medical provider; 

• Each user of platform has a profile that can be accessed by themselves, case managers, 

transit agencies, OCOC broker; 

• There should be an option for users to receive text message or phone call updates as a 

reminder or if their commute will be affected; 

• The platforms should be intuitive and easy to navigate;  

• Search options on the system should have filters available (i.e. transit mode type, date, 

time, route, trip purpose);  

• Filtering should be robust enough to allow people to indicate specialized needs (i.e. has 

a pet, needs hand-to-hand service, is taking a medical-related trip); 
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• The search function should have the option to choose "what is most important to you" 

which allows riders to prioritize trip types by affordability, lowest time, minimal walking, 

minimal transfers, etc.; 

• Multiple language options should be available; 

• The system should provide price estimates for suggested transit providers, or provide 

numbers to call for more information; 

• Medical staff should be able to schedule rides on behalf of their patients;  

• Kids should be able to book rides for themselves and others; 

• The system should allow for ride searches and scheduling on both mobile devices and a 

desktop browser; and 

• The system should be able to support satisfaction surveying of user’s experiences after 

booking a ride. 

Ideas for staffing include:  

• Staff of the system should be fully trained “community navigators;”  

• The staff should be bilingual;  

• Administrative staff must be able to consistently and constantly maintain data and keep 

site up-to-date; 

• Along with a website chat feature, there should be consistent system for feedback and 

customer service; and 

• The intake protocol that staff follows for new users calling into the service should be 

optimized to ensure they get maximum information and can serve the user well.  

Ideas for product development include:  

• Focus group testing of platform should be done at medical facilities and/or senior 

centers; 

• Use pre- and post-survey system to be able to show the impact a OCOC system can 

have;  

• A timeline for integration should be produced to identify when larger providers that are 

most difficult to incorporate can be brought in to the system; 

• Developers of the system can test prototypes with focus groups to evaluate its 

functionality for the proposed site; and 

• A user case study should be developed based on a user with vision loss to ensure the 

system is accessible to their community. 

Ideas for marketing the system include:   
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• A guideline should be established for when to use words or pictures in collateral – 

deciding what imagery will resonate with people; 

• The Call Center should be made highly visible in marketing efforts; 

• Staff should be cognizant of when translation alone will not be adequate and when 

transcreation may be needed for some marketing tools; 

• A marketing strategy should be created specifically for communities where 

communication is word-of-mouth based; 

• The campaign must work to change the public’s mindset that using public transportation 

services is onerous; 

• Should work to identify distribution channels where OCOC staff can train and educate 

medical providers, care coordinators, and community health workers on the use and 

importance of the platform; 

• Staff should provide direct education to communities (i.e., computer skills classes) to 

teach them how to use platform; and  

• Agencies should use community e-mail list serves, city offices, and social media to 

spread the word about the platform.   

Other input that was provided:  

• Contact GoGo Grandparent and find out what kind of system they are using to use Lyft 

and Uber; 

• OCOC staff should be sure to engage different communities, cultures, ethnicities, 

abilities, individuals with LEP, etc. when developing, marketing, and implementing the 

system.  


