[image: KClogo_v_b_m2]

Metropolitan King County Council
Transportation, Economy and Environment Committee

STAFF REPORT

	Agenda Items:
	6
	Name:
	Mary Bourguignon

	Proposed No.:
	2022-0337
	Date:
	September 15, 2022



SUBJECT

Proposed Motion 2022-0337 would acknowledge receipt of the second of two 2021-2022 proviso-required service update reports on Metro’s Access paratransit program.

SUMMARY

As part of the 2021-2022 biennial budget, the Council required Metro to prepare two service update reports on the Access paratransit program.[footnoteRef:1] Proposed Motion 2022-0337 would acknowledge receipt of the second of these reports. The transmitted report covers May 2021 through April 2022, a year in which the service was addressing the COVID-19 pandemic and labor shortages, and provides information on: [1:  Ordinance 19210 Section 113 Proviso P2 ] 


· Contractor compliance, stating that the contractor is complying with all contract terms, though some terms (such as cost per boarding) were not applied during the reporting period and will not be applied until ridership reaches 70 percent of projected levels. 

· Performance metrics and trends, noting that of the 11 Key Performance Indicators that have a performance standard, the contractor performed at or above standard on eight at some point during the reporting period, but that performance overall declined during the reporting period due to pandemic and labor conditions. 

· Potential service improvements, stating that Metro launched the fully subsidized annual pass for very-low-income Access riders and that Metro initiated the Common Paths pedestrian pathway system to improve accessibility. 

· Potential service innovations, stating that Metro has delayed launch of an e-fare option until Q1 2023, but did make progress in developing a same-day service pilot that would use Metro’s flexible services vehicles and drivers.  

As transmitted, the report appears to comply with the proviso requirements.


BACKGROUND 

Access Paratransit. Access paratransit is a supplementary transit service provided by Metro for people with disabilities who are unable to use regular transit services for some or all of their travel needs. Providing paratransit for people who cannot use regular, fixed-route transit is a requirement of the federal Americans with Disabilities Act (ADA). 

The ADA requires paratransit to be comparable to fixed-route bus or rail trips. ADA regulations include limits on pick-up and drop-off time windows and trip duration and set regulations for other aspects of the processes Access riders use to schedule and complete trips.[footnoteRef:2] The King County Code authorizes additional paratransit service that exceeds these minimum federal requirements.[footnoteRef:3]  [2:  Federal Transit Administration ADA Regulations (link)]  [3:  KCC 28.94.035] 


Metro’s Access program provides most rides in vans operated by contractors, with some trips provided by taxis. In late 2019 and early 2020, prior to the pandemic, Access was providing approximately 17,000 rides each month. After falling following the onset of the pandemic, to below 2,000 riders in April 2020, ridership gradually increased to 10,827 in October 2021, dipping again during the pandemic resurgence of early 2022, then increasing to between 9,229 by April 2022.[footnoteRef:4]  [4:  Metro Strategic Plan Dashboard (link)] 


Overall, during the reporting period covered by the transmitted report, from May 2021 to April 2022, there were 615,112 Access boardings, an increase of 167,478 (36 percent) from the 2020-2021 reporting period, but 470,105 (43 percent) below 2019 ridership, the last full year of pre-COVID-19 service levels.[footnoteRef:5] [5:  Proposed Motion 2022-0337, Attachment A] 


Contract with MV Transportation. In October 2019, following a community-based process[footnoteRef:6] to incorporate service improvements into the contract for the outside provider of Access services, Metro executed a five-year contract with MV Transportation, initiating a three-phase transition from the previous contractor that included: (1) a transition phase, completed by November 10, 2019, during which MV Transportation hired or transitioned more than 400 employees and assumed responsibility for equipment, vehicles, the call center, and agreements with subcontractors; (2) a service stabilization phase, completed by January 21, 2020, during which MV Transportation began day-to-day Access operations; and (3) a service improvement phase, which was to have been completed by December 31, 2020, but was interrupted by the pandemic, and which was to be used to launch service improvements, including online booking and e-fares. [6:  The King County Auditor informed this process with recommendations released in 2017 (with follow-ups in 2020, 2021, 2022) on Access cost, quality, and equity (link).] 


2019-2020 Budget Proviso Requirement. In recognition of the transition to a new contracting model and to track progress in implementing service improvements, the 2019-2020 biennial budget required a six-month oversight report on Access paratransit service by July 30, 2020.[footnoteRef:7] The transmitted oversight report included information as required on contractor compliance, performance metrics, areas of deficiency or improvement, potential service improvements, and potential service innovations.[footnoteRef:8] [7:  Ordinance 18835 Section 109 Proviso P1 as amended by Ordinance 19138 Section 51 Proviso P1 and Ordinance 19207 Section 29 Proviso P1]  [8:  Motion 15683] 


2021-2022 Budget Proviso Requirement. To track the ongoing work needed to complete the transition of Access service to MV Transportation, as well as the significant operational and fiscal impacts of the COVID-19 pandemic, the adopted 2021-2022 biennial budget ordinance included a proviso requirement encumbering $1 million until two Access paratransit service update reports are transmitted and their receipt acknowledged by the Council by motion. The proviso states:

	P2 PROVIDED FURTHER THAT:
	Of this appropriation, $1,000,000 shall not be expended or encumbered until the executive transmits two Access paratransit service updates and a motion that should acknowledge receipt of each Access paratransit service update and a motion acknowledging receipt of each Access paratransit service update is passed by the council.  The motions should reference the subject matter, the proviso's ordinance number, ordinance section and proviso number in both the title and body of the motion.

	A.  In recognition of the importance of Access paratransit to the passengers it serves and to reflect the council's commitment to service excellence in Access paratransit operations, each Access paratransit service update shall include, but not be limited to:

	  1.  The contractor's compliance with contract terms;

	  2.  Performance metrics and trends over each reporting period, including, but not limited to:
	    a.  on-time performance;
	    b.  pickup window, including early pickups, late pickups and excessively late pickups;
	    c.  missed trips;
 	   d.  drop-off window, including early drop-offs and late drop-offs;
	    e.  onboard time and excessively long trips; and
	    f.  will call;

	  3.  Areas of deficiency or improvement during each reporting period;

	  4.  Potential service improvements, including information about their budgetary requirements; and

	  5.  Potential service innovations, such as increased opportunities for same-day service using taxicabs or transportation network companies, including information about their budgetary requirements.

	B.  The following Access paratransit service updates should be transmitted to the council:

	  1.  An update report by August 31, 2021; and

	  2.  An update report by August 31, 2022.

	The executive should file each Access paratransit service update and the motions required by this proviso in electronic format with the clerk of the council, who shall retain the original and provide an electronic copy to all councilmembers, the council chief of staff and the lead staff for the mobility and environment committee, or its successor.[footnoteRef:9] [9:  Ordinance 19210 Section 113 Proviso P2] 


First (2021) service update report. The first[footnoteRef:10] of the two required 2021-2022 reports, which was transmitted in August 2021, summarized the required performance metrics and described the response to the COVID-19 pandemic, specifically the temporary COVID-related services provided by Access vans and drivers during the first year of the pandemic, including transportation for COVID patients to medical facilities and quarantine sites;[footnoteRef:11] delivery of food boxes and hot meals to low-income patrons after food banks and human services providers closed to in-person visits;[footnoteRef:12],[footnoteRef:13] transportation for unsheltered persons, essential workers, and non-Access-certified disabled people;[footnoteRef:14] and transportation to vaccination sites.[footnoteRef:15]  [10:  Motion 15964]  [11:  Access provided 4,474 trips between May 2020 and April 2021]  [12:  Access delivered 6,873 food boxes and 33,544 hot meals between May 2020 and April 2021.]  [13:  As part of the mid-biennial budget omnibus (Ordinance 19364, Section 86, Expenditure Restriction ER5), the Council encumbered $1.8 million to continue providing food delivery services for people in need during 2022. ]  [14:  Access provided 12,000 trips provided through June 2021, when King County entered Phase 3 of the Governor’s reopening process and the program was phased out.]  [15:  Access provided 1,703 vaccination trips to registered Access riders and 186 trips to non-registered riders between January and April 2021.] 


ANALYSIS

Proposed Motion 2022-0337 would acknowledge receipt of the second of the two 2021-2022 required service update reports on Access paratransit service. The report responds to the terms of the proviso by providing information on each of the required measures for conditions during the May 2021 through April 2022 reporting period. In addition, it describes ongoing financial and operational implications of the pandemic and the temporary services provided to assist with pandemic response. 

Measure 1. The contractor's compliance with contract terms. The report notes that the contractor has complied with contract requirements, including service availability, software maintenance, and pricing.[footnoteRef:16] Some contract incentives and disincentives, specifically those for the cost per boarding, remained in abeyance during the reporting period, and will be reimplemented when ridership reaches 70 percent of projected levels. [16:  The report notes that an emergency pricing plan was implemented during the pandemic and is still in force.] 


The report notes that Metro worked with MV Transportation to update policies and procedures in response to federal, state, and local COVID response plans, gradually restoring service capacity to pre-COVID levels. The requirement to wear a mask on board Access vehicles was lifted in Q2 of 2022, though King County Public Health recommends wearing masks on public transit. The report notes that MV Transportation continued to provide special pandemic services, including food delivery to people in need, but that Access service was challenged during the reporting period by staffing shortages, including the loss of 16 (six percent) Access operators and 24 (16 percent) non-dedicated service operators, at least partly due to King County’s vaccine requirement. The report states that MV Transportation has been implementing recruitment and retention efforts, has launched a new route bid process in cooperation with the union, and is exploring the option of subcontracting with additional non-dedicated service providers.

Measure 2. Performance metrics. The proviso requires Metro to report on specific performance metrics (see Measures 2a through 2f below). The report states that Metro has been tracking these required metrics and several additional metrics using 18 Key Performance Indicators (KPIs). 

The report states that of the 18 KPIs that are tracked, 11 have defined performance standards. Six of these performed above the performance standard for most of the reporting period or showed improvement, with eight meeting the performance standard at some point during the reporting period. Of the three that did not meet standard, two had a performance standard of zero instances allowed.

The report states that all performance indicators continued to be affected by the COVID-19 pandemic, which affected ridership, road conditions, transportation patterns, staff availability, and the continued closure of common destinations, such as adult day centers and places of work. 

For the summaries of the performance measures shown below in this staff report, a + icon indicates that the contractor’s performance met the standard for at least part of the reporting period, but did not meet the standard during April 2022, a - icon indicates that the contractor’s performance did not meet the standard at any point in the reporting period, and a  icon indicates the contractor’s performance met the required standard during some or all of the reporting period and met the standard during April 2022. 

Measure 2a. On-time performance. Metro measures two metrics for on-time performance:

· On-time Performance Appointment (OTP-A) 
	STANDARD:
	92% or higher
	APR 2022:
	76.8%
	+ 



OTP-A is the percentage of total appointment-based trips for which the Access vehicle arrived between zero and 30 minutes before the customer’s scheduled appointment time. The performance standard is that 92 percent of trips will meet this time window. MV Transportation began the reporting period above standard at 95.3 percent, and remained above standard for five months, but service declined beginning in Fall 2021, ending the reporting period at 76.8 percent in April 2022.[footnoteRef:17]  [17:  The report notes that, recognizing that some riders request to be dropped off more than 30 minutes early for some appointments, MV Transportation has initiated a Rider’s Choice Program, which allows for early drop-offs at the rider’s choice without penalty to the contractor.] 




· On-time Performance Pick-up (OTP-P) 
	STANDARD:
	92% or higher
	APR 2022:
	87%
	+



OTP-P is the percentage of total trips for which the Access vehicle arrived between zero and 30 minutes in relation to the beginning of the pick-up window. The performance standard is 92 percent, with a range of 91.5 to 92.5 percent, before incentives or disincentives are applied. MV Transportation began the reporting period at 94.2 percent, above the standard, and remained above standard for five months, but then service levels declined, reaching 87 percent in April 2022. 

Measure 2b. Pick-up window, including early pick-ups, late pick-ups and excessively late pick-ups. Metro measures three metrics related to the 30-minute time period (called the “pick-up window”) when a rider is scheduled to be picked up by the Access vehicle:

· Early Pick-up
	STANDARD:
	N/A
	APR 2022:
	3,700 trips
	



Early pick-up is when the vehicle arrives before the beginning of the pick-up window, a practice that is discouraged but which is counted as on-time. Early pick-ups ranged from 2,647 in May 2021 to 4,281 in March 2022 and ended the reporting period with 3,700 in April 2022. The report notes that most early pick-ups occurred when the trip was assigned to a non-dedicated service provider.

· Late Pick-up
	STANDARD:
	N/A
	APR 2022:
	5,172 trips
	



Late pick-up is when the vehicle arrives between zero and 30 minutes after the pick-up window and the rider chooses to take the trip. Metro has not yet set a standard for this measure. Late pick-ups ranged from 2,012 in May 2021 to 5,172 in April 2022.

· Excessively Late Pick-up
	STANDARD:
	0 trips
	APR 2022:
	663 trips
	-



Excessively late pick-up is when the vehicle arrives between 30 and 60 minutes after the pick-up window and the rider chooses to take the trip. There is no standard for this measure, but the goal is zero instances. Excessively late pick-ups ranged from a low of 135 in June 2021 to 663 per month in April 2022.

Measure 2c. Missed trips. Metro measures two metrics related to missed trips:

· Missed Trip Pick-up (MT-P)
	STANDARD:
	0 trips
	APR 2022:
	235 trips
	-



MT-P is when the vehicle arrives more than 60 minutes after the pick-up window, regardless of whether the rider chooses to take the trip. The performance standard is zero instances. In June 2021, the contractor had 13 instances of MT-P. This number held steady for several months but then increased to 235 by April 2022.

· Missed Trip Appointment (MT-A)
	STANDARD:
	0 trips
	APR 2022:
	544 trips
	-



MT-A is when the vehicle arrives more than 10 minutes late for the rider’s scheduled appointment time. The performance standard is zero instances. In May 2021, the contractor had 175 instances of MT-A. This increased to 530 in November 2021, and then, following a decrease in the early months of 2022, increased again to 544 in April 2022.

Measure 2d. Drop-off window, including early drop-offs and late drop-offs. Metro measures two metrics related to the drop-off window:

· Early Drop-off
	STANDARD:
	0 trips
	APR 2022:
	2,174 trips
	-



Early drop-off is when the vehicle arrives at a drop-off more than 60 minutes prior to the rider’s scheduled appointment time.[footnoteRef:18] There is no performance standard, but the goal is zero instances. The contractor began the reporting period with 141 instances of early drop-off in May 2021. This increased gradually through February 2022, then increased again, reaching 2,174 by April 2022. [18:  Trips for which the customer has agreed to arrive early through the Rider’s Choice Program are excluded from this measure.] 


· Late Drop-off
	STANDARD:
	0 trips
	APR 2022:
	664 trips
	-



Late drop-off is when the vehicle arrives at a drop-off between zero and 10 minutes late for the rider’s scheduled appointment time. There is no performance standard, but the goal is zero instances. In May 2021, the contractor had 185 instances of late drop-off, rising to 670 in December 2021 and 664 in April 2022.

Measure 2e. On-board time and excessively long trips. Metro measures two metrics, one for on-board time and one for excessively long trips:

· On-Board Time (OBT)
	STANDARD:
	Fixed-route+15
	APR 2022:
	Shorter 
	



OBT is the amount of time a rider spends on the Access vehicle. The performance standard is the comparable fixed-route travel time (as defined by ADA) plus 15 minutes. Average OBT for Access during the reporting period was approximately 40 percent of the travel time on similar length fixed-route trips.



· Excessively Long Trip
	STANDARD:
	3% or less
	APR 2022:
	1.91%
	



Excessively long trips are those in which a rider spends more time on the Access vehicle than a comparable fixed-route travel time plus 15 minutes. The performance standard is three percent of all trips. Excessively long trips ranged between 0.42 percent and 1.91 percent, with the standard met during the entire reporting period.

Measure 2f. Will call. Metro measures one metric in this area:

· Will Call
	STANDARD:
	N/A
	APR 2022:
	132 min
	



Will Call is a same-day trip that is scheduled for a rider that is not ready at the time of his or her original request. Metro does not currently have a performance standard for this measure but does have a “no strand” policy (not required by ADA) that guarantees riders a ride home from their destination. Will call response time was 101 minutes in May 2021 and 132 minutes in April 2022.

In addition to the measures required by the proviso and described above, Metro measures several other performance indicators to assess the contractor’s performance. These include:

· Maintenance: miles between road calls
	STANDARD:
	25,000 or more
	APR 2022:
	16,900
	+



Miles between road calls is a measure of how well the fleet is maintained, by showing how far vehicles can travel prior to experiencing a mechanical failure on the road. The standard is at least 25,000 miles between road calls for mechanical issues. The contractor began the reporting period above the standard, at 36,567 miles, but then fell below it, fluctuating between 8,143 miles in June 2021 and 16,900 miles in April 2022.

· Maintenance: Preventative maintenance
	STANDARD:
	98% or higher
	APR 2022:
	100%
	



Preventative maintenance is a measure of the percentage of manufacturer-specified maintenance that is completed on time or within an accepted preventative maintenance plan. The performance standard is 98 percent of all preventative maintenance on time and per plan. The contractor began in May 2021 at 99.2 percent and achieved 100 percent in April 2022.



· Maintenance: Random vehicle inspections
	STANDARD:
	0%
	APR 2022:
	0
	



The contract gives Metro the ability to conduct random inspections of vehicles in revenue service. The performance standard is that all revenue service vehicles must meet standards specified for operational features and safety equipment. During November 2021, Metro found one instance of vehicles not meeting operational or safety standards. There were no other instances during the reporting period.

· Control Center: Hold time
	STANDARD:
	90% 3 min
95% 5 min
	APR 2022:
	94.2% 3 min
98.1% 5 min
	



Control Center hold time is the average time a call for a reservation, ride check, rider service, or other service spends on hold before being answered by an employee. The performance standard is that 90 percent of calls must be answered in less than three minutes and 95 percent in less than five minutes. The contractor began the reporting period in May 2021 with 99 percent of calls answered in three minutes and 99.8 percent in five minutes. While hold times increased slightly during the reporting period, the contractor was above standard for both measures throughout.

· Control Center: Call chaining
	STANDARD:
	0 calls
	APR 2022:
	0 calls
	



Call chaining is when a call is answered promptly to meet the hold time metric but then immediately put on hold. Call chaining is prohibited, meaning that zero instances of call chaining are allowed. There were no instances of call chaining during the reporting period.

· Cost per Boarding
	STANDARD:
	$70.47 or less
	APR 2022:
	$75.14
	-



Cost per boarding was one of the concerns addressed in the Auditor’s report in 2017 and was identified as a key performance metric for the contract with MV Transportation. For the first year of the contract, cost per boarding was set at $70.47.[footnoteRef:19] Cost per boarding was higher than standard throughout the entire reporting period due to lower rider volumes and the social distancing, and extra vehicle cleaning required by the pandemic. Cost per boarding was $96.20 in May 2021, declining to $75.14 in April 2022. The report states that the disincentive for higher-than-standard cost per boarding was waived and will be resumed when ridership reaches 70 percent of projected ridership for the current year, using projections developed for the 2019 contract with MV Transportation. [19:  The 2017 Auditor’s report (Access Paratransit: Action needed to address cost, quality, and equity, June 13, 2017, King County Auditor) noted that cost per trip for Access in 2015 was $52.88, compared with $4.28 for fixed-route transit service. Metro’s report states that the negotiated cost per trip in the contract with MV Transportation is high, both due to the cost of living in King County, as well as the required customer service standards that are higher than ADA requirements and services provided by other paratransit services around the country.] 


· Rider engagement. The 2017 King County Auditor’s report[footnoteRef:20] included several recommendations related to making surveys of Access riders more representative and using survey results to guide service improvements. In response, Metro developed an Access survey, which it conducted for the first time during the third quarter of 2019 and continued with 200 Access riders surveyed each quarter and 800 surveyed annually. The survey was made available in 16 different languages. The report summarizes customer satisfaction scores from surveys conducted in Q2 2021, Q3 2021, Q4 2021, and Q1 2022. Table 1 below shows the survey results from the report. [20:  2017 Auditor’s report (Access Paratransit: Action needed to address cost, quality, and equity, June 13, 2017, King County Auditor), see Recommendations 13, 14, 15, 16] 


Table 1. 
Ongoing Access Rider Survey, May 2021-April 2022 

	Service Attribute
	Customer Satisfaction Scores

	
	Q2 2021
	Q3 2021
	Q4 2021
	Q1 2022
	TOTAL

	Value of Access
	94%
	96%
	96%
	94%
	95%

	On-time performance
	93%
	90%
	88%
	86%
	89%

	Access service area
	92%
	93%
	93%
	93%
	93%

	Access overall
	90%
	89%
	92%
	90%
	90%

	Scheduling overall
	89%
	92%
	88%
	87%
	89%

	Total trip time
	89%
	88%
	89%
	86%
	88%

	Rating of last trip
	87%
	92%
	85%
	83%
	87%

	Scheduling subscription trips
	86%
	91%
	89%
	86%
	88%

	Application process
	84%
	86%
	88%
	86%
	86%

	Taxi drivers
	84%
	84%
	84%
	80%
	83%

	Payment methods
	82%
	87%
	90%
	86%
	86%

	How kept informed
	81%
	89%
	88%
	87%
	86%

	Real-time information
	81%
	87%
	90%
	85%
	86%


Source: Proposed Motion 2022-0337, Attachment A, p. 32

During the 2021-2022 reporting period, Metro initiated a post-trip rider survey. Each week, MV Transportation surveys 35 or more riders after a recent Access trip. Table 2 below shows the survey results from the report.



Table 2. 
Post-Trip Access Rider Survey, May 2021-April 2022

	Service Attribute
	Customer Satisfaction Scores

	
	Q2 2021
	Q3 2021
	Q4 2021
	Q1 2022
	TOTAL

	Satisfaction with Access overall
	85%
	92%
	90%
	88%
	89%

	Satisfaction with drivers
	86%
	93%
	90%
	88%
	89%

	Satisfaction with reservations
	89%
	93%
	95%
	90%
	92%

	Satisfaction with dispatch
	88%
	93%
	88%
	88%
	89%

	Satisfaction with service
	88%
	90%
	85%
	84%
	87%

	Satisfaction with safety
	96%
	99%
	97%
	98%
	97%

	Satisfaction with COVID-19 safety precautions
	96%
	99%
	93%
	94%
	96%

	Satisfaction with operator assistance
	92%
	98%
	97%
	90%
	94%

	Driver operated vehicle safely
	99%
	99%
	97%
	100%
	99%

	Felt safe riding on vehicle
	96%
	99%
	97%
	100%
	98%

	Operator followed rules of road
	99%
	100%
	100%
	100%
	100%

	Operator courteous to others
	96%
	100%
	99%
	100%
	99%

	Rider’s choice satisfaction
	19%
	34%
	36%
	40%
	32%

	Was asked if they wanted to use Rider’s choice program
	17%
	32%
	38%
	43%
	33%

	Know about Rider’s choice
	20%
	35%
	33%
	37%
	31%

	Satisfaction with web booking
	27%
	36%
	28%
	34%
	31%

	Know about web booking
	36%
	49%
	34%
	34%
	38%

	Tried web booking
	17%
	22%
	21%
	23%
	21%

	Satisfaction with newsletter
	42%
	52%
	39%
	24%
	39%

	Received newsletter
	31%
	38%
	28%
	16%
	28%

	Found newsletter informative
	83%
	97%
	79%
	65%
	81%

	Satisfaction with fare
	69%
	76%
	78%
	78%
	75%

	Aware Access requires fare
	76%
	92%
	85%
	95%
	87%

	Asked for fare on last trip
	73%
	73%
	76%
	76%
	74%

	Taxis asked for fare
	55%
	59%
	70%
	63%
	62%


Source: Proposed Motion 2022-0337, Attachment A, p. 33

The report states that Metro gained additional rider feedback from members of the Access Paratransit Advisory Committee[footnoteRef:21] during their regular monthly meetings and that in Spring 2021 Metro began mailing a quarterly newsletter to APAC members and Access riders.  [21:  KCC 2.124.010] 


Measure 3. Areas of deficiency or improvement during each reporting period. Of the 18 Key Performance Indicators (KPIs) Metro tracks, the report states that 11 have defined performance standards. Of these, five met the performance standard for most or all of the report period, while five didn’t meet the performance standard for most or all of the report period. The final one (cost per boarding) was in abeyance for the entire report period.

The report also notes that Metro has been working with MV Transportation to improve service performance in areas where service is below standard, with a particular focus on increasing staffing levels and reorganizing schedules to better meet service demand. As ridership began to increase following the steep declines early in the pandemic, Metro reopened the Bellevue operations base, which had been closed due to decreased service demand.

Measure 4. Potential service improvements, including information about their budgetary requirements. The proviso requires Metro to report on changes it is making to continue to improve Access services. The transmitted report includes an update on several new initiatives:

· Fully Subsidized Annual Pass. Over the last several years, following Council direction, Metro has developed a fully subsidized annual pass for very low-income passengers (at or below 80 percent of the federal poverty level) who are enrolled in one of six state benefits programs. This pass is also available to Access riders who qualify.

· Common Paths. Metro and MV Transportation developed Common Paths, an open-source system to display pedestrian pathway information and improve accessibility.  

· E-fares. The report states that E-faring will allow Access riders to pay for their trips while booking online or over the phone. This functionality had originally been planned for July 2020 but has been delayed to Q1 2023 due to technical challenges and the impacts of the COVID-19 pandemic. The report states that costs remain within the existing budget for the contract.

Measure 5. Potential service innovations, such as increased opportunities for same-day service using taxicabs or transportation network companies, including information about their budgetary requirements. The report states that Metro is studying one innovation, a same day service pilot. During the reporting period, Metro conducted an engagement and planning process to develop the service model and parameters. A working group has been created, and a pilot that would use Metro’s flexible services fleets and drivers, is planned to be launched in Q1 of 2023. 

The report also notes that Metro continues to work to electrify its fleet, with a goal of electrifying a minimum of two-thirds of the Access fleet (more than 250 vehicles) by 2030.

COVID-19 Response. The COVID-19 pandemic began in March 2020, just after the start of the third phase of the transition of Access paratransit services to MV Transportation. Access ridership declined precipitously in March and April 2020 to approximately 25 percent of pre-pandemic levels. During the reporting period covered by the transmitted report, from May 2021 to April 2022, there were 615,112 Access boardings, an increase of 167,478 (36 percent) from the 2020-2021 service update, but 470,105 (43 percent) below 2019 ridership, the last full year of pre-COVID-19 service levels.[footnoteRef:22] [22:  Proposed Motion 2022-0337, Attachment A] 


Early in the pandemic, Metro and MV Transportation implemented operational changes to mitigate the risk to staff and riders, including enhanced sanitizing, fewer riders allowed per vehicle to promote social distancing, a requirement that drivers and riders wear masks, a pause on fare collection, and contact tracing for staff and riders. Fare collection had resumed by the start of the reporting period, the requirement to wear masks on board transit vehicles was dropped in Q2 2022, and MV Transportation began returning to the full service level.

To respond to community needs during the pandemic, Metro and MV Transportation used Access vans, drivers, and call center staff for several COVID-related needs, including:

· Transportation for pandemic response. A fully separated subset of Access vehicles with specially designed partitions was used to transport COVID-positive and COVID-symptomatic patients to medical facilities and quarantine sites. Between May 2021 and when the program was completed in July 2021, the service provided 300 trips.

· Transportation for nutrition support. Access vehicles were used to deliver 15,450 food boxes and 84,781 hot meals between May 2021 and April 2022 to patrons of local food banks and human services providers given the continuing limitations those programs had implemented on in-person visits. As ridership on Access increased during the reporting period, this service was transferred to Metro’s Community Access Transportation (CAT) program, which is operated by Solid Ground.

· Transportation for vaccination. Metro and MV Transportation worked with local partners to use Access vans to provide trips to vaccination sites, providing 1,000 trips during the reporting period.

Ongoing Auditor Review. The changes to Metro’s Access paratransit service, which led to the 2019 contract with MV Transportation, were driven in part by a 2017 report on Access by the King County Auditor. The Auditor’s Office issued follow-up reports on the status of its 2017 recommendations in April 2020, August 2021, and August 2022.[footnoteRef:23] The August 2022 follow-up report stated that one recommendation is no longer applicable and has been closed, 12 recommendations have been successfully completed, and four are in progress.  [23:  King County Auditor’s Office, Follow-up on Paratransit Audit (link)] 


The Auditor’s August 2022 follow-up report can be found as Attachment 3 to this staff report. As Table 2, below, shows, the Auditor’s still-outstanding recommendations focus on payment methods and equity, specifically how Access serves historically underserved communities and learns from their experiences.



Table 3. King County Auditor 
Summary of Partially Completed Paratransit Recommendations, August 2022

	Rec #
	Original Recommendation
	Status Update and Next Steps

	7
	Transit should provide additional fare payment methods that take into account riders’ needs and trip frequency
	· Metro delayed launch date of online payment tool into Q1 2023 due to need for software upgrades
· Auditor noted that many Access riders have challenges paying in cash
· Next steps: Metro must release a new payment option to paratransit customers

	8
	Transit should work directly with King County communities to develop activities that will address barriers to the Access paratransit program for people with limited English proficiency
	· Metro plans to provide Access eligibility documents in five languages[footnoteRef:24] by Q3 2022 [24:  Translation is underway to Chinese (simplified and traditional), Russian, Somali, Spanish, and Vietnamese] 

· Next steps: Metro must publish and distribute its translated eligibility materials

	11
	Transit should use the results of the Equity Impact Review to find and engage with historically underserved populations
	· Metro has launched a pilot called the Navigator project to help people sign up for Access by partnering with community partners[footnoteRef:25] [25:  Community partners in the Navigator project include: Sea Mar Community Health Centers, Circle of Friends, Open Doors for Multicultural Families, CISC, Refugee Women’s Alliance, and Asian Counseling and Referral Services.] 

· Next steps: Metro must conduct the pilot then engage community partners to support riders through the Access eligibility process, expected to be in place by 2023

	12
	Based on the Equity Impact Review and best practices, Transit should a) develop community impact measures for the Access paratransit program, b) include the metrics in its Access paratransit performance monitoring plan, and c) annually report on equitable access to the program.
	· Metro has developed community measures that include counts of community outreach events, documentation of riders’ preferred languages, and number of unique registered riders that come through the Navigator project
· Next steps: Metro must monitor its community impact measures and report on them annually



The transmitted report appears to comply with the requirements of the proviso.
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· Chris O’Claire, Director, Mobility Division, Metro Transit Department
· Gwen Clemens, Contracted Services Managing Director, Metro Transit Department

ATTACHMENTS

1. Proposed Motion 2022-0337 and its attachment
2. Transmittal Letter
3. August 2022 Auditor follow-up report
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