
One-Call/One-Click 
Advisory Committee
Multi-modal trip planner and referral system



Welcome to the meeting!

Please adjust your name to include your agency 

(ex: Bebhinn Gilbert, she/her, Hopelink)

The meeting will begin at 1 PM.



We Welcome Everyone
The One-Call/ One-Click Advisory Committee welcomes and values all 
communities. We value, respect, and honor the identity and 
experience of all members. 

We encourage everyone to participate, regardless of ability. We are 
committed to listening, learning, and improving in this process.  

We acknowledge that the work we do takes place on the traditional 
land of the Coast Salish and Duwamish peoples, among others, as the 
first people of this county. We honor with gratitude the land itself and 
past, present, and future of these tribes.



Today’s Agenda
1. Introductions

2. Project Updates and Status Report

3. Discussion: Journey Mapping

4. Review: Frequently Asked Questions

5. Next Steps + Closing



Committee 
Guidelines

• Listen for understanding 

Be present

• Share from your own experience

• Respect confidentiality 

• Monitor your airtime 

Learn from each other

• Practice “both/and” thinking 

Culture of Abundance

• Speak your discomfort and your truth

• Intent is different from impact

Allow “ouch” and “oops” 

Anything missing?



Introductions 1. Name

2. Pronouns

3. Organization (if applicable)



Meeting Goals

1. Review Project Updates and 
Status. 

2. Discuss the various ways a 
community member will connect 
with this tool.





Project Updates

• What’s Working Well
• Data collection is underway 

• Thank you SVT and Sound 
Generations!

• Integrations: New ORCA, Sound 
Transit, WSDOT

• Coming Up
• Rider Profiles Technical Workshop

• Finalize scope of work

• Software procurement in March



You’re Invited!



Group Discussion: 
Journey Mapping



What is 
Journey 
Mapping?

Definition

• A customer journey map is a visual 
representation of a customer’s experience 
with your brand. 

• A story about how a customer moves 
through each interaction.

• It should include touchpoints, but also 
potential customer feelings, such as 
frustration or confusion, and any actions 
you want the customer to take.

• Often based on a timeline of events, such 
as a customer’s first visit on your website 
and the way they progress towards their 
first in-product experience, then 
purchase, onboarding emails, 
cancellation, etc.



Small Group Activity
1. First, discuss how a customer finds and 

connects with transportation services using 
what is available now.

2. Second, discuss how that same customer 
may connect with services using a One-
Call/One-Click system.

3. Please keep in mind opportunities for 
improvement and aspects of the current 
process that are working well.



William Traveler (older adult)
Scenario: William is an 85-year-old who has a medical 
appointment at the end of the week. His daughter 
usually gives him a ride but is unable to this time. He 
needs to find a transportation service soon or else he 
may need to cancel his appointment.

Discovery

1.Daughter tells William 
she is unable to give 
him a ride.

2.William and his 
daughter work together 
to search for other 
options in their family, 
no one else is available. 

3.William and his 
daughter use the 
internet to search for 
transportation services.

Review

1.William calls each of 
the agencies, asking if 
they have 
transportation services 
available.

2.William answers intake 
questions with each of 
the agencies, tells his 
story.

3.Two agencies offer 
door-to-door service.

Request

1.William calls the first 
number he wrote down, 
completes their intake 
process and is told to 
wait for confirmation.

2.William calls the second 
number and does a 
similar intake process.

3.William waits for 
confirmation from 
either program.

Confirm/Provide Service

1.William receives a call 
from the first program 
and confirms his ride.

2.William asks when he 
will be picked up, when 
he should be ready, and 
whether the driver will 
wait for him.

3.William waits for his 
ride.

4.William is picked up and 
heads to his 
appointment.

User Needs:
• Friendly and helpful customer support, 

available over the phone.
• A low cost; door-to-door service exists
• A simple and timely process for scheduling and 

confirming the ride.

“ I don’t know 
what I can do.”

“Hopefully one of 
these options will 
work.”

“I need to know soon; I 
may have to cancel my 
appointment.”

“I should plan 
for my next 
appointment.”



William Traveler (older adult)
Scenario: William is an 85-year-old who has a 
medical appointment at the end of the week. 
His daughter usually gives him a ride but is 
unable to this time. He needs to find a 
transportation service soon or else he may 
need to cancel his appointment.

Discovery

•Daughter tells 
William she is 
unable to give him 
a ride.

•William 
remembers a flyer 
he received a few 
weeks ago at a 
Community 
Center, promoting 
transportation 
services.

Review

•William talks to 
the call center 
staff, describes his 
situation, 
preferences.

•William answers 
the questions of 
the call center 
staff.

•Call center staff 
place requests for 
rides on William’s 
behalf.

Request

•William waits for 
confirmation.

•William’s ride is 
confirmed by a 
transportation 
program. He is 
alerted by phone 
call. During that 
phone call he is 
given all the day-of 
information he 
needs.

Confirm/Provide 
Service

•William waits for 
his ride.

•William is picked 
up and heads to 
his appointment.

User Needs:
• Friendly and helpful customer 

support, available over the phone.
• A low cost; door-to-door service 

exists
• A simple and timely process for 

scheduling and confirming the ride.

“ I don’t know 
what I can do.”

I hope this 
process works

“I need to know soon; I 
may have to cancel my 
appointment.”

“I should plan 
for my next 
appointment.”



Sharon Helpful (assistor, professional)
Scenario: Sharon is a discharge planner at Local 
Hospital. One of her patients needs to be sent home 
today but does not have a ride. Her patient is not 
Medicaid NEMT eligible

Discovery

1.Sharon is referred to 
her patient who needs 
transportation. She 
sees the patient's 
chart and medical 
history.

2.She learns about her 
patient’s preferences 
and experience with 
transportation.

Review

1.Sharon understands 
that her patient is not 
eligible for NEMT 
transportation

2.She reviews internal 
reference material for 
other companies with 
whom her hospital 
contracts to learn of 
other options. If this 
option is chosen her 
patient may have to 
pay for the trip, or 
her hospital cover the 
cost.

Request

1.After speaking with 
fellow staff and her 
patient, they 
determine that the 
best path forward is to 
request a ride using a 
volunteer service.

2.Sharon calls the 
program and 
completes the intake 
on behalf of her 
patient.

3.Sharon and her 
patient wait for 
confirmation of a ride.

Confirm/Provide 
Service

1.The program can find 
a volunteer for two 
days away. They 
confirm with Sharon.

2.Sharon shares the 
contact information 
with her patient so 
that they can call this 
service for their 
follow-up care

3.The patient is picked 
up from Local Hospital 
and completes their 
trip.

User Needs:
• A simple process for finding a service; 

available online.
• Able to place a request on behalf of someone 

else.
• A low cost; door-to-door service exists; and is 

available today.
• A simple and timely process for scheduling 

and confirming the ride.

“I need to 
know all the 
details, 
quickly”

“Long-term, this 
option will work 
best.”

“I hope the 
patient’s needs 
were met”



Sharon Helpful (assistor, professional)
Scenario: Sharon is a discharge planner at Local 
Hospital. One of her patients needs to be sent home 
today but does not have a ride. Her patient is not 
Medicaid NEMT eligible

Discovery

1.Sharon is referred to 
her patient who needs 
transportation. She 
sees the patient's 
chart and medical 
history.

2.She learns about her 
patient’s preferences 
and experience with 
transportation.

Review

1.Sharon inputs her 
patient’s information 
into the OC/OC tool, 
creating a profile.

2.She works with the 
patient to choose an 
option that works for 
today.

3.She inputs an 
application for several 
cost saving programs.

Request 

1.While the application 
is being processed, 
Sharon is able to
request a ride from a 
provider.

2.After confirming with 
her patient, Sharon 
places a request.

3.Sharon shows the 
patient how they 
might use the phone 
number of the OC/OC 
system to book rides 
for themself in the 
future.

Confirm/Provide 
Service

1.The ride is confirmed. 
Sharon and the 
patient are both 
notified.

2.The patient travels 
home. Sharon, and 
other discharge 
planners retain the 
rider profile for the 
next appointment.

User Needs:
• A simple process for finding a service; available 

online.
• Able to place a request on behalf of someone else.
• Same day; door to door service is available.
• A simple and timely process for scheduling and 

confirming the ride.

“Let’s get the 
process 
started.”

“I need to know 
all the details, 
quickly.”

“I’m ready for this 
patient’s next 
appointment.”



Bertrand Montana (assistor, family member)
Scenario: Bertrand’s parents live in King County, but he 
lives in Boseman. His parents have continued 
transportation needs. Their most pressing need is 
transportation to wellness care, but Bertrand would love 
to find a solution that can accommodate other trips, like to 
the grocery store and church. He would prefer if a single 
option could work for them both.

Discovery

1.Bertrand is curious about 
transportation routes that 
are near his parent’s 
apartment, he searches for 
public transit routes.

2.After realizing that his 
parents would need to walk 
long distances to the bus, 
Bertrand searches for 
transportation programs 
specifically serving older 
adults.

Review

1.Bertrand talks to his 
parents and learns that 
they want door-to-door 
service.

2.Bertrand searches the 
websites he found for the 
local transportation 
programs.

3.He finds one that he thinks 
will work for his parents’ 
medical trips and another 
that could help with 
grocery and tells them 
about the options.

Request

1.Bertrand completes the 
online ride request form for 
his parents’ medical trip and 
calls them to tell them the 
details.

2.He calls the grocery trip 
program and learns their 
details, completes intake for 
his parents; next available 
ride is 3 weeks away.

3.He answers his parents' 
questions as much as 
possible and keeps an eye 
out for any contact from the 
transportation programs.

4.He shares the programs’ 
phone numbers with his 
parents.

Confirm/Provide Service

1.Bertrand’s parents are 
called by the transportation 
program, their ride is 
confirmed.

2.They travel for the medical 
trip.

3.The next time they have a 
trip, they call the program 
and ask if the trip fits 
program requirements.

User Needs
• A simple process for finding a service; 

available online but also accessible via a 
low-tech option.

• A low-cost service exists reaching multiple 
destinations.

• A simple and timely process for scheduling 
and confirming the ride.

I wonder what 
resources exist 
in the area.

“I want to 
make sure my 
parents feel 
supported”

“I need to solve the problem 
today, but I wish this service 
could be the solution for 
every trip.”



Bertrand Montana (assistor, family member)
Scenario: Bertrand’s parents live in King County, but he 
lives in Boseman. His parents have continued 
transportation needs. Their most pressing need is 
transportation to wellness care, but Bertrand would love 
to find a solution that can accommodate other trips, like 
to the grocery store and church. He would prefer if a 
single option could work for them both.

Discovery

1.Bertrand is curious 
about transportation 
routes that are near his 
parent’s apartment, he 
searches for public 
transit routes.

2.While he is searching 
public transit routes, he 
finds the OC/OC online 
trip planning tool.

Review

1.Bertrand learns that his 
parents live in the 
service area of a feeder 
to fixed route service, a 
shuttle program, and 
qualify for reduced 
transit fare.

2.He calls his parents and 
shares the OC/OC phone 
number with them, 
explaining that he found 
several resources they 
might like.

Request 

1.Bertrand’s parents call 
the OC/OC phone 
number to learn about 
options that might work 
for their upcoming 
wellness trip. 

2.They speak with the call 
center staff and learn 
that there are options 
for all their upcoming 
trips. 

3.They place multiple 
requests for each trip 
they have coming up.

Confirm/Provide Service

1.Bertrand’s parents 
receive confirmation of 
their transportation by 
phone call.

2.They complete their first 
trip.

3.They call the OC/OC 
phone number and 
check the status of their 
other trips.

User Needs:
• A simple process for finding a service; available 

online but also accessible via a low-tech option.
• A low-cost service exists reaching multiple 

destinations.
• A simple and timely process for scheduling and 

confirming the ride.

“I wonder what 
resources exist 
for my 
parents.”

“There are 
more options 
that I thought!”

“I’m glad my parents are 
able to connect to the 
service themselves.”

“Easier than I 
expected!”



Maria Errands (End-user with ambulatory disability)
Scenario: Maria is a wheelchair user; for her urgent medical, and most 
travel, she uses Metro Access. She has a dinner date with a friend and 
Access will not be an option because of operating hours. She is wants to
find out if there is another service that could get her there, or she may 
reschedule with her friend.

Discovery

1.Maria asks her 
friends about the 
transportation 
programs they know 
of and enjoy using.

2.Maria learns of a 
few feeder to fixed 
route options and 
program pilots that 
might work for her.

3.She searches the 
internet to map out 
a trip, trying to 
confirm if the route 
works with her 
powerchair.

Review

1.Maria uses internet 
searches and her 
memory of similar 
trips to compare 
travel time between 
this new option and 
the trips she has 
taken in the past.

2.She is unfamiliar 
with the location of 
the restaurant and 
tries to find out if 
there are curb cuts 
and good sidewalks 
nearby.

Request 

• Maria downloads the 
app of the program 
her friend told her 
about, she inputs her 
Access information 
to confirm her door-
to-door service.

• She waits for 
confirmation of her 
door-to-door service 
eligibility.

Confirm/Provide 
Service

1.After confirmation, 
Maria requests a ride 
to the nearby transit 
station.

2.Maria completes her 
trip.

User Needs:
• A simple process for finding a service; 

available online
• Several options exist which fit specific 

needs, sortable by travel and wait time.
• A simple and timely process for scheduling 

and confirming the ride.

I wonder if 
there are other 
options.

Maybe there’s 
a faster way to 
get there?

“I hope this option 
works.”



Maria Errands (End-user with ambulatory disability)
Scenario: Maria is a wheelchair user; for her urgent medical, and most 
travel, she uses Metro Access. She has a dinner date with a friend and 
Access will not be an option because of operating hours. She is wants to 
find out if there is another service that could get her there, or she may 
reschedule with her friend.

Discovery

1.Maria asks her friends 
about the transportation 
programs they know of 
and enjoy using.

2.She searches the name 
of the program and finds 
the OC/OC online tool.

3.Searching her area on 
the maps she sees that 
she is within the service 
area of a few programs.

Review

1.Maria enters the name of 
the café and the search 
results include travel 
times, she can compare 
trip length across 
different services and 
modes. 

2.She sets her preferences 
to include wheelchair 
accessible routes, she 
notes that she can create 
a profile and designate 
herself as enrolled in 
Access.

3.Maria learns that she 
qualifies for several other 
services which cater to 
wheelchair users.

Request

1.Maria saves her 
preferences and potential 
trips in her profile.

2.She reviews her 
upcoming trip and places 
a request for a ride with a 
program.

3.Maria receives 
confirmation of her trip 
via an SMS text message. 
The message includes 
contact information for 
the program and crucial 
details of the upcoming 
ride.

Confirm/Provide Service

1.Maria completes the trip 
with the transportation 
program.

2.She uses her OC/OC 
profile to provide user 
feedback on the trip and 
request new rides.

User Needs:
• A simple process for finding a service; 

available online
• Several options exist which fit specific 

needs, sortable by travel and wait time.
• A simple and timely process for scheduling 

and confirming the ride.

“I wonder if 
there are other 
options.”

“I didn’t know 
that these 
services were 
out there.”

“Let’s try this out!” “I have more 
choices than I 
thought.”



Small Group 
Feedback

• Did any trends arise during your 
small group conversation?

• Are there other journey maps we 
should build out? Other user groups 
and points of contact.



Review: 
Frequently Asked 

Questions



Currently Published Questions
• What is a One-Call/One-Click system?

• What is the difference between One-Call/One-Click and Find 
A Ride?

• How is a One-Call/One-Click different from Google Maps, 
Apple Maps, One Bus Away, Transit App, and other 
wayfinding, trip planning tools?

• Will this be in King County, WA?

• Who is eligible to use this service?

• What is the timeline to implement One-Call/One-Click?

• What is the cost of using this service?

• What are some of the accessibility features of the One-
Call/One-Click system?

• Is One-Call/One-Click only accessible online? Do you need 
access to the internet?

• What is the in-language support service?

• Is One-Call/One-Click the branded name?

• Linked here

• Anything missing? Anything you’re hearing or wondering that 
we should add?

https://www.kcmobility.org/ococ


Next Meeting
Monday, February 28, 2022

1PM to 3PM

Join us on Zoom



Thank You!

Bebhinn Gilbert 

KCMC Program Supervisor
bgilbert@hopelink.org

(425) 943-6752

Staci Sahoo

Director, Mobility Management
ssahoo@hopelink.org

(425) 943-6769

mailto:bgilbert@hopelink.org
mailto:ssahoo@hopelink.org

