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  Meeting Notes 

Advisory Committee Meeting Notes 
Monday October 25, 2021 

1:00 PM to 3:00 PM 

Attendees: name (organization), Alex Mehn (King County Metro), Alex O’Reilly (City of Bellevue), 

Amy Biggs (Snoqualmie Valley Transportation), Belina Van (Volunteer Services – CCS), Bree Boyce 

(Hopelink – Coalitions), Brock Howell (Snotrac), Cliff Perry (Northshore Senior Center), Deborah 

Witmer (City of Seattle), Dorene Cornwell (Community Advocate), Jeff Abrams (Community Advocate), 

Jon Morrison Winters (Seattle/King County Aging and Disability Services), Julio Perez (Hopelink – 

Mobility Specialist), Karia Wong (Chinese Information and Service Center), Kevin Chambers (Fullpath 

Technology), Laura Lee Sturm (Seattle Department of Transportation), Mark Smutny (Sound 

Generations), Matthew Weidner (King County Metro), Mike Dee (Lake Forest Park Citizen’s 

Commission), Mike Rimoin (King County Metro), Pran Wahi (Indian American Community Services), 

Sara Sisco (Hopelink – Mobility Education and Outreach), Susan Carter (Hopelink-Non-Emergency 

Medical Transportation Brokerage), Suzanne Schreck (Sound Transit) 

Staff Support: Bebhinn Gilbert and Staci Sahoo 

Welcome and Introductions 

Meeting began at 1:00 PM with attendee introductions. Bebhinn began the meeting with the welcoming 

statement and land acknowledgment, the Advisory Committee is an intentionally diverse and welcoming 

space. Attendees are encouraged to make any requests of support staff that would result in a more 

accessible, inclusive space.  

Bebhinn shared three announcements and minor project updates to start the meeting.  

First, the Advisory Committee has implemented an honorarium policy to compensate any member who is 

not already being paid for their time by another agency. This policy is put in place to honor and respect 

the contributions every Committee member makes, and to demonstrate our commitment to inclusivity. 

The policy can be found hyperlinked here. Any Committee Member interested in receiving compensation 

for their time related to our work is invited to sign this policy and email the signed copy to Bebhinn at 

bgilbert@hopelink.org.  

Second, support staff have put together a list of potential taskforce topics. Committee Members are 

encouraged to review this list and provide edits, or additions for topics that warrant establishing a separate 

workgroup. Additionally, Members are encouraged to let Bebhinn know if they are interested in 

participating in any of the groups as a Subject Matter Expert. The topic list was shared via email with the 

Advisory Committee and can also be found below in a table detailing the topic, focus, and potential 

timeframe. 

 

 

 

https://irp.cdn-website.com/c86a044e/files/uploaded/Advisory%20Committee%20Honorarium.pdf
mailto:bgilbert@hopelink.org
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Taskforce Theme: Convening 

Topic 

Taskforce “Mission” Timeframe 

Data Privacy  To share community feedback 

and craft principles around 

OCOC’s commitment to data 

privacy.  

TBD 

Volunteer Program Buy-In To ensure customer buy-in from 

our volunteer programs. 

Winter 

Integration with insurance 

systems 

Influence the intake and 

eligibility process and ensure 

that these are consistent with 

HIPPA, healthcare systems.  

TBD 

Collateral Review/ Marketing 

Plan 

To support successful 

community buy-in. Create 

collateral for community centers, 

assistors, develop training 

material (?), outreach plan 

Late winter/early spring 

Data Creation To support database creation via 

engaging transportation program 

partners, collecting their buy-in 

and their information. Members 

could act as liaisons between 

OCOC team staff and AC. 

Winter 

Reporting To uncover the top needs and 

functionality for reporting 

OCOC stats, including the “near 

misses.”  

Winter 

One-Call Garner feedback on the user 

experience of calling Hopelink 

Mobility, including phone tree 

and access to interpreters 

Spring/early Summer 

Healthcare Collateral, Training, 

and Piloting 

 Spring/ early Summer 

 

The third announcement Bebhinn shared was an update on our monthly meeting schedule. She proposed 

an adjustment to the upcoming meetings to accommodate end-of-year schedules. The proposal is to 

cancel our November session and move the December meeting to earlier in the month. Attendees agreed 
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to these adjustments, So the next meeting of this group is scheduled for Monday, December 6th from 1:00 

PM until 3:00 PM. 

Bebhinn will update the outlook calendar invite to note these two changes. 

Normal monthly schedule will return in the new year. The January meeting date is unchanged.  

Bebhinn notes that the goals for this October meeting are as follows: 

1.Review User Categories – our key customers for the One-Call/One-Click. 

2. Discuss and confirm principal components of the One-Call/One-Click system – those are the key 

elements, foundation elements of the tool we are building and detail what it will be able to do. 

3. Discuss project guiding principles and hear from attendees about the priorities they would like for us 

carry forward into our decisions as a project team. 

One-Call/One-Click Phase One Elevator Pitch 

The meeting moves to the next agenda item, a review of several key descriptions, summaries, of the work 

we are taking on. Bebhinn refers to these three summaries as “Elevator Pitches” efforts to simplify 

descriptions of our work and project goals.  

First, Bebhinn reads the description of the One-Call/One-Click tool: a multimodal trip planner and a 

service referral platform which includes all specialized transportation services in the region and provides 

real-time trip planning assistance. Available online and over the phone.  

Second is the description of our customer: those who are planning their own rides, as well as caregivers, 

social workers, family members and other who will be able to schedule travel on behalf of someone else. 

Someone who needs support in accessing transportation solutions. 

Finally, the third description is of our project itself: a process informed by inclusive planning, by which 

we are designing the One-Call/One-Click tool and its first iteration is created. 

Attendees provide their feedback on these summaries. They note that the description of our customer in 

this example is focused on our front-end customer, rather than the system-wide customer, someone who is 

more of a customer from the transportation end of things.  

One attendee raises the question related to these summaries, “why not just use google?” This question is 

broad, and may warrant a future conversation, but led to a brief discussion from attendees about the 

specification and customer attention which will be possible through the One-Call/One-Click tool and so 

far, is not available in a broad market like Google. Many noted the value that our project hopes to add by 

including specialized transportation services, and a call center which would add more connection  

Review User Categories: 

Bebhinn builds off these summaries by diving further into the identified user categories. User categories 

can also be thought of as customers for our work, groups that will need to be considered in this work and 

for whom the One-Call/One-Click tool will need to work. 
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The three groups that have been identified so far are: 1. End-User 2. Assistor and 3. Transportation 

Partner. For this work End-User is defined as the person who will be completing the trip, the person who 

needs to get from point A to point B. Assistors are the people working on an end-user’s behalf whether 

that person is a family member, care-giver, or someone else. Bebhinn also notes that call center staff 

could be thought of as an assistor. Finally, the transportation program representatives are the agencies and 

programs which will be providing the rides for our end-users.  

Bebhinn notes that these definitions will be helpful to keep in mind for our next agenda item, focusing on 

those central components of the One-Call/One-Click tool.  

Principal Components  

Staci Sahoo introduces the agenda topic. For reference the Principal Components document is available 

via this hyperlink. It details not only what each component is, but also several examples of how the 

component could be implemented in the larger project to create a cohesive single tool. 

The components are listed in the linked document in order according to their importance combined with 

the ease of their implementation. They are as follows: 

1. Service Discovery 

Providing riders and their assistors with everything they need to know about the full spectrum of 

transportation services and programs.  

 

2. Rider Profiles 

Provides a single source of truth for riders’ travel preferences, mobility factors, common destinations, 

and eligibility for services. Profiles would be available to riders and their authorized assistors.  

 

3. Intake, Eligibility Determination, Enrollment 

Offers transportation providers a centralized way to establish which riders can use a service or fare 

not available to the general public. The determinations may then be stored in the rider profiles 

mentioned earlier. The design work for this element of the system is at an early stage. 

 

4. Trip Request Fulfillment 

Provides a mechanism where rider trip requests can be made to a central hub (the OC/OC system), 

assigned by the hub to a transportation provider, and then fulfilled by that provider  

 

5.  Payment 

Provides mechanisms where riders’ trips may have their ORCA accounts credited or debited based on 

service provision or other events. For example, a health clinic wishing to provide incentives for a 

vaccine campaign may be able to pay for its patients to use a given transit service via a promo code or 

similar mechanism. 

After reviewing these components Staci asks attendees if they have clarifying questions. An attendee 

raises the concern and refers to a need for this system to be simple, clear in its description of services so 

that people are not confused as to who is providing a service, how they access a service, read through an 

itinerary. Staci mentions that this question is also related to training and communication efforts, which 

will be a focus of this group in the coming months. Clarity for the end-user and customer will be woven 

into all elements of the tool. 

https://irp.cdn-website.com/c86a044e/files/uploaded/Principal%20Components%20of%20the%20OCOC%20System%20.pdf
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An attendee raises a question regarding mid-trip assistance, where does that live in these components? 

Staci mentions that this will depend on what sort of service an end-user is riding with. There will be a 

different answer depending on if the trip is completed by public transit agencies or a smaller community-

based service. 

As a bike rack topic, an attendee raised the concern of how the One-Call/One-Click system could be 

incentivized, how we can encourage as many transportation programs as possible to partner with us in 

being “discoverable” in the system? 

An attendee notes that the first component labeled “service discovery” should also include trip planning 

and itinerary creation. Staci mentions that both elements are meant to be included in this component and 

that the language will be edited to note this.  

Small Group Discussion: 

In small groups the attendees discussed the following two focus questions: 

1. Do these elements represent a full One-Call/One-Click System that will meet the needs of our 

desired customer? 

2. Are they in the correct priority order? 

Please note, the notes for this portion are shared in bullet point format and are a combination of the two 

small group discussions. 

Regarding the first discussion topic: 

1. Do these elements represent a full One-Call/One-Click System that will meet the needs of our 

desired customer? 

• Amy – if looking at it as a standalone system then it looks like the priorities are correct  
o As part of this it would be good to know what this information will be used for. 
For example, can the system gather information regarding transit deserts as a part 
of this and communicating it to decision-makers like Puget Sound Regional Council. 
Incorporating evaluation would allow the operator the opportunity to see the 
number of  unfulfilled rides unable and explore the reason is behind this.   
 

• Alex –  suggests beta testing to see what end-users think of the rider profiles and trip 
planning tool. 
 
• Karia – agree and supports the principal components. The abilities of users may vary – 
do we have a general profile of the type of users? So we can anticipate potential solutions 
for them?  
 
• Deborah – particularly interested in the evaluation part, especially for sustainment of 
the service. Over time we will add or subtract transportation options, certain conditions may 
radically change transportation options, so evaluation will be key in sustaining this 
service. Bebhinn asks if she envisions evaluation as a standalone component of the system 
or something that is embedded throughout the components? 
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o Amy – if you don’t have evaluation built into the system to capture it in some 
way then it can be more challenge to go back and look at this or might not have the 
ability to capture this data altogether  
o Deborah and Alex agree  

• Suzanne added in chat – data privacy needs to be addressed as part of the 
second component. Would advocate for General Data Protection Regulation (GDPR) 
compliance so users own their own data and can delete it at any time.   
 
• Mark – all end users/customers of transportation service with all their different unique 
needs, need to experience a simple way to discover, evaluate transportation needs, 
complete intake, get their request filled and paid for – one very simple way to do all of 
this.   

o It’s difficult to prioritize the principal components as they are all critical and 
important for creating a system that is simple to use.   
 

• Deborah – all are important but if had to choose would say 5 (payment) is least 
important because it can be done in other ways. If I’m the one taking the ride, then I can use 
my own mechanisms for payment.   
 
• Amy – service discovering gets a little jumbled and sounds like building the actual 
system – wording is a bit confusing and could be refined for clarity. Does this refer to 
developing the system or marketing it?  

 
• Jeff – would incentivizing be including in service discovery. You don’t want to build a 

system that nobody knows about and then you also want to make sure people are 
incentivized to use it  
 

• Brock – the 5 principal components seem designed for the RFP and determining 
priorities for that. There’s a piece of the process of just gathering all the information of 
the different agencies that are providing services and putting them in one place. That’s a 
major component of this project. Likes the addition of marketing for ongoing service. 
There may be a range of things outside the RFP that we want to 
think about, but marketing is something that would make sense ongoingly as well as 
staffing of call center and other basic operation needs. Otherwise thinks this makes 
sense. 

  
• Mike Dee in chat – person, rider, customer, end user centered first  
 
• Mike Rimoin: Asked if OCOC information will be able to link/transfer information to 

other service providers? If someone who uses OCOC has a profile, and shows they are 
eligible for say Access, would they be able to apply via app? 
 

• Pran- Agrees with option to create a profile. But people should be able to opt-out. 
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• As part of data privacy and profiles Cliff mentions that the system should communicate 

clearly around what the information will be used for and who it will be shared with. 
 

• Jon- How will we create incentives to bring service providers to the table?  
 

Project Management Prioritization Feedback: 

The final agenda item for this meeting was to review the tradeoffs of project management and hear from 

Advisory Committee members as to their priorities and those that they would like to see carried forward 

by the project team. Particularly the balance of speed, collaboration, and the impact those two have on 

product relevance and longevity. In small groups attendees shared their thoughts, documented here in 

bullet point form: 

• Pran- To me collaboration is number one. Something that really works and we all agree to. 

Collaboration is very important to me. The speed of the project is last for me. I need something 

that really works- Alpha and Beta testing should be done. If the service does not work, people 

will lose trust. 

 

• Mike- This is working as backdrop with other providers also trying to have an integrated system. 

 

 

• Mike- What can we do now to inform providers in the long-run. Shows that what we do now has 

benefits in the long run. 

 

• Alex- Proof of concept. The more we can show progress, the more powerful it is to create 

agreement and collaboration. 

 

• Cliff- Aggress with Pran. Collaboration is important. I am wondering if there is some way to do 

initial work on user profile aspect of things. Create some sort of test group for profiles. Wants to 

see if we can get a group of volunteers to experiment with creating user profiles. User testing is 

important.  

 

• Dorene - To what Cliff was saying, proof of concept is the ability to meet the needs of different 

categories. What is the learning curve? First time user vs many-times user? People with different 

accessibility background should be included in the testing. Doing this work will impact product 

longevity.  
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• Cliff- Wonder if it is possible to get some of the representatives from Lime, Scooter type services 

to attract the younger crowd?  

 

• Jeff – prefer to have something come out a little bit more quickly rather than turn into analysis 

paralysis. Implement small useful components that can be easily adopted.  

 

• Alex agrees – things that are easy and look different than what we have already. But also favors 

the slow side because if you do something too fast and all ducks aren’t in a row then it can be 

become problematic and turn users off of this new concept. Don’t take forever but at the same 

time favor something less, especially for important components  

 

 

• Amy – if we try to perfect everything before we start it, we’ll never start it. I would suggest a start 

and being nimble with mid-range changes. Starting small in a limited way and telling folks it’s a 

“beta test” they will expect to give lots of UX-type of input that will help us to make course 

corrections as needed in a timely way.  

 

• Mike – user friendly first   

 

 

• Laura Lee – seconds what Alex said about time investment to make sure that we’re building 

confidence with our users. When thinking of priorities and the amount of time and finances being 

invested – top priority would be what is the biggest impact.   

 

• Brock – would urge us to get out a minimum viable product at the door, a lot of components will 

take a while to incorporate, for base-level service and then continue to chip away at the longer-

term priorities. #1 value add is to have a trip planning tool that is simple to use. This can also help 

support collaboration.  

 

 

• Deborah – as someone who isn’t being pressured around speed on this so tends to think that’s the 

last priority – not interested in it being fast but rather it being good. When an emergency hits then 

we have time pressure, this is not an emergency so from her perspective there isn’t a need for 

speed. However, tends to see that accessibility gets missed when you’re too focused on speed so 

wants to make sure those pieces don’t get missed. Doesn’t care how long it takes, cares more 

about us getting it right. If we don’t get it right it could cause more problems. More impact is 

most important, and collaboration is a close second.   



   
  One-Call/ One-Click Advisory Committee  

  Meeting Notes 

 

• Mark – strategic plan for One-Call/One-Click – believes that we need to have a plan that includes 

all of the values that we’ve talked about, including end-users satisfaction and evaluation, all of 

the components are iterative and as a strategic plan we need collectively, not just this work group, 

but all potential partners in the OCOC system to believe in this vision and to see the timeframe 

and steps involved in this. Need to have small victories that we celebrate and help show progress 

and help them see the bigger vision.   

 

 

• Amy – I agree the strategic plan outlines things in a very comprehensive way  

 

• Brock – to me this gets to creating a minimal viable product, and then iterating and improving 

from there  

 

 

• Deborah – however to the point of balancing priorities, there is value in having agreement on how 

that balancing will happen. Do we feel the strategic plan spells that out?  

• Mike comment in chat about initial conversations about this vision back in 2016 at NKCMC 

meeting  

 

• Brock – exactly Mike. Building momentum is one of the most important aspects to this work  

 

• Kevin – regarding the Tri-Met comment, what’s interesting with timing around that with ORCA 

is that Tri-Met’s project as a green field project with no fare where they were able to build 

something from scratch whereas ORCA was a 2.0 project building on something that existed. 

This can be part of the slowness leading to a 2.0 project. This is why it’s important to think about 

what you build as the next version will need to be able to build off of and be compatible with the 

first version.   

 

 

• Jeff – sees the implementation of quick pieces as a hybrid because data analysis is the key point, 

if we identify the data elements that we need to capture then the applications can fall out of that. 

Some amount of work to identify what data we need to capture which should make the 

development easier. Upfront analysis can make the whole project work more efficiently   

 

• Laura Lee mentions her concern about the prioritization of speed, as she has seen that lead to 

inequitable and inaccessible programs and products. A serious concern if we move too fast, we 

will fail. 
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At the conclusion of these conversations the meeting closed. The next Advisory Committee meeting is 

scheduled for December. Members expressed a desire to potentially schedule a longer meeting in the new 

year to tackle any strategic planning that needs to take place. 

 

Next Meeting: Monday December 6, 2021 1 PM to 3 PM 

Location: Zoom  

Advisory Committee Contact: 

Bebhinn Gilbert, King County Mobility Coalition Program Supervisor  

BGilbert@hopelink.org 

(425)-943-6731 

Staci Sahoo, Director, Hopelink Mobility Management  

sshahoo@hopelink.org  

(425) 943-6751 

Americans with Disabilities Act (ADA) Information 

This material can be made available in an alternate format by emailing the Mobility Management 

Team at mobility@hopelink.org or by calling (425) 943-6760.  

Title VI Notice to Public  

Title VI of the Civil Rights Act of 1964 prohibits discrimination on the basis of race, color and 

national origin in programs and activities receiving Federal financial assistance. Hopelink is 

committed to ensuring that no person is excluded from participation in, or denied the benefits of 

its transit services on the basis of race, color, or national origin, as protected by Title VI in 

Federal Transit Administration (FTA) Circular 4702.1.B  If you believe you have been subjected 

to discrimination under Title VI, you may file a complaint with Hopelink’s Title VI Coordinator. 

For additional information regarding Title VI complaint procedures and/or information regarding 

our non-discrimination obligations, please contact Hopelink’s Title VI Coordinator at (425) 869-

6000 or TitleVI@hopelink.org.  
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