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Regional Alliance for Resilient and  

Equitable Transportation Workgroup 

 

MEETING NOTES 

March 20th, 2017 

King County Metro 

 

Participants: Deborah Witmer (City of Seattle), Donna Sansoterra (First Transit), Francois 

Larrivee (Hopelink), Kira Avery (Snoqualmie Valley), Mahlet Zeru (DOH), Mike Ryan (SHS 

Region 6), Neil Crosier (King Co. DOT), Nicole Johnson (Pierce Co. DEM), Rafael Estevez (WA 

EM),  Randy Fay (Snohomish Co. DEM), Robin Pfohman (Public Health), Ryan Warner 

(WSDOT), Sophia Lopez (City of Bellevue), Staci Haber (KC Mobility Coalition), Zoë Jorna 

(Hopelink). 

 

WELCOME, INTRODUCTIONS, AND ANNOUNCEMENTS 

 

The meeting began at 9:30am. Attendees provided introductions. 

.  
No announcements were provided.  

 

DEBRIEF: AWX TABLETOPS  

 

Randy Fay provided an overview of the post-workshop surveys collected from participants from 

the Adverse Weather Tabletop Exercises.  Over the three exercises we had 91 participants 

attend. Randy mentioned that the survey results show that we are on the right track. Overall, 

most participants were either satisfied or very satisfied with the event. Snohomish County and 

King County had a pretty even attendance from Transportation Providers while Pierce County 

was light on attendance from Transportation Providers. The vast majority of attendees stated 

that they are better prepared to serve in an emergency. Mahlet Zeru served as an exercise 

evaluator at the King County workshop. She mentioned that participants were very engaged and 

drilled down the scenario.  

 

TASK FORCE   

 

Zoë Jorna mentioned that the Task Force will be having their first meeting on March 24th. This 

group will begin working on developing a plan for how the Mobility Manager can serve in an 

emergency, creating a communications matrix, and creating a plan for how coalition’s members 

will be notified during an emergency. Robin mentioned that the role of the Mobility Manager is 

more than just information sharing, it might be a way to bridge gaps for Transportation 

Providers. She mentioned that this is effort is focusing in king County because this is an extra 

deliverable Hopelink has due to match funds from the KC Mass Care Forum.  Zoë mentioned 

that it is important for us to find a way to do this without reinventing the wheel. Looking forward, 

Neil mentioned that if we can accomplish this in King County the next exercise should be 
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around how we communicate with each other. If not an exercise, then we need to train the plan 

before the next exercise.  

 

Randy mentioned that since the last time RARET met there has been some confusion. There is 

the possibility that there will be complications if we create a communication matrix by county. It 

all works fine and dandy for a local response but when a regional response comes in, there are 

complications. We learned in the last set of workshops that each county manages 

communication differently. Part of what we need to consider is; do we understand how each 

county expects from each other? Also, since Hopelink is already communicating cross-county, 

is the information that will be sent out accurate and how do we access accurate information?  

From past experience, Randy mentioned that what the State wants is for the EOC to call the 

state EOC and not reach out to private contractors without them. We need to be mindful of the 

private sector and State interest.    

 

REGIONAL TABLETOP  

 

The next topic of discussion was around the upcoming regional tabletop. This event will take 

place on June 6th at the PSRC space in Seattle. Zoë mentioned that we have space for 40 

participants at the tables and room for 40 additional observers.  

 

Next, the workgroup looked at the save the date flyer and invite email for the regional event. 

Sophia suggested adding that the event is by invite only and add contact information to the flyer. 

It was decided that the save the date flyers should be sent out as soon as possible and the 

invitations should be sent out by May 1st.  Following the invitations, the workgroup then 

reviewed the invite list for the tabletop and added invitees to the list.   

 

Zoë will work on scheduling a meeting with the workgroup members who volunteered to help 

plan the workshop.  

 

BRIEFING: HOPELINK BROKERAGE   

 

Ryan Campbell, the General Manager of Hopelink’s Brokerage came in to provide the 

workgroup with a briefing. He mentioned that Hopelink currently has two contracts with the HCA 

for non-emergency medical transportation in King and Snohomish Counties. Hopelink does 

everything transportation related for the clients, including determining eligibility. The call center 

is open 24/7. Late at night calls are typically for hospital discharges and peak hours are Monday 

through Friday 8am-5pm.  A typical week has about 3,600 trips. The brokerage screens clients 

for bus tickets, gas vouchers, and door-to-door trips. Hopelink currently has 22 Service 

Providers, a handful operate 24/7 but the majority only during peak hours.  

 

The Brokerage does face some challenges during adverse weather. When conditions are 

severe enough, we cancel everything but life-sustaining trips. One of the biggest challenges 

with this is the backlog of trips that builds up. Depending on the length of the emergency it can 

become a challenge to reschedule all trips that were originally cancelled.  
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Another challenged faced during an event is the closure of medical facilities. Facilities do not 

call us, we have to call them and ask if they are able to take patients and if they can take 

patients late due to road delays. Sometimes we do not know the conditions of the road until the 

provider gets stuck. Communication is really important during the situation, it’s a living thing. To 

communicate with our partners, we use voice calls as well as a chat system. In addition to this, 

each provider completes a survey to learn about their on-time performance.  

 

Rafael mentioned the idea of trying to have a blast message sent asking facilities to notify 

Hopelink if they are open or closed. Mahi then asked what the criteria is to contract with 

Hopelink. Ryan responded that all providers must go through extra training and an RFQ process 

to find out business practices set by the HCA. They also receive customer service training. 

Rafael then asked how the Brokerage handles challenges communicating in multiple languages 

or for those hard of hearing. Ryan replied that we have many customer representatives that 

speak a multitude of languages but we certainly don’t have every language covered. For the 

languages our representatives don’t speak, we use language line translators. One of the bigger 

challenges is that many clients do not have cell phones or change their numbers frequently. 

This can cause challenges when trying to reach them to cancel or to communicate any changes 

in their ride.  

 

ACTION ITEMS 

 Zoë Jorna will begin drafting questions for the task force and send them out to members; 

 Zoë Jorna will send out the save the dates; 

 Zoë Jorna will schedule a meeting for the workshop planning subcommittee  

 

NEXT MEETING 

Monday, April 17th from 9:30am to 11:00am 

Snohomish County Office of Emergency Management  

720 80th St. S.W. Bldg A 

Everett, WA 98203 

 

 

RARET WORKGROUP CONTACT 

 

Zoё Jorna, staff 

zjorna@hope-link.org 

(425) 943-6730  

 


