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[bookmark: _Toc106717199]Executive Summary
In October 2020, King County Metro Transit (Metro) and multiple partner agencies launched the subsidized annual pass. Developed to serve the needs of people with no and very low incomes, it provides a new option for those who cannot afford Metro’s existing ORCA LIFT discounted low-income fare. Eligible residents can enroll through Washington State Department of Social and Health Services (DSHS), Public Health – Seattle & King County (Public Health), and Catholic Community Services to receive an annual pass that provides them with unlimited access to transit without paying a fare. To be eligible, people must meet three criteria: 
1. Income at or below 80 percent of the federal poverty level[footnoteRef:2] [2:  Approximately $21,000 for a family of four.] 

2. Enrollment in specific benefit programs – currently limited to six that are administered by DSHS, which also have income qualifications at or below 80 percent of the federal poverty level[footnoteRef:3] [3:  Temporary Assistance for Needy Families (TANF)/State Family Assistance (SFA), Refugee Cash Assistance (RCA), Aged, Blind, or Disabled Cash Assistance (ABD), Pregnant Women Assistance (PWA), Supplemental Security Income (SSI), Housing & Essential Needs (HEN).] 

3. Residence in King, Pierce, or Snohomish Counties
By employing an income-based approach to Metro’s fare structure, ensuring that discounts are provided to those who cannot afford to pay full fare, the program is in line with King County’s newly adopted 2021-2031 Strategic Plan for Public Transportation.[footnoteRef:4]  [4:  King County Motion 16049] 

In approving the program, the King County Council added a requirement for a program evaluation plan in 2020 and annual evaluation reports in years 2021-2024. [footnoteRef:5], [footnoteRef:6], [footnoteRef:7], [footnoteRef:8], [footnoteRef:9] This report represents the evaluation report for calendar year 2021 and includes progress toward measures listed in section B.1.a. through g. of the amendment to Motion 15600. Key findings include:  [5:  ORCA LIFT was established in 2014 with King County Motion 14246.]  [6:  King County Motion 15600.]  [7:  Amended King County Ordinance 17757, Ordinance 19058.]  [8:  King County Metro Transit, Metro's evaluation plan for income-based fares, September 11, 2020.]  [9:  King County Metro Transit, Metro's 2020 evaluation report for income-based fares, June 30, 2020.] 

· Metro launched the subsidized annual pass during the COVID-19 pandemic, which severely disrupted the transit system and administrative capacity of Metro and partners. As the first full year of the program, 2021 continued as a “soft launch” without wide promotion, as Metro and its partners navigated changing pandemic conditions, refined systems, resolved problems, developed new procedures (particularly for the first wave of program renewals), and added staff capacity to support enrollment and customer service. As a result, demographic information presented in this report should not be interpreted as representative of who the program will serve in its future years.
· In 2021, 6,325 people enrolled or renewed in the subsidized annual pass (4,425 new enrollments and 1,900 renewals). 
· Most enrollees live in King County (92 percent), reported a race other than white (70 percent are people of color), and live in a neighborhood that is defined by Metro as an Equity Priority Area.[footnoteRef:10] Customers speak 20 primary languages. In 2021, the percentage of enrollees outside of King County and reporting races other than White increased.  [10:  King County Metro developed an Equity Priority Area score that is a combined weighted score measuring five population characteristics as identified in the Metro Transit Mobility Framework: living 200 percent below the federal poverty level, foreign-born, non-White or Hispanic, limited-English speaking household, and population living with a disability. The scores range from 1 – 5, with 5 indicating a higher intensity of these factors within a Census Block Group. Of customers enrolled into the subsidized annual pass, 67 percent (2,110) lived in a Census Block Group with an Equity Priority Area score of 4 or 5.] 

· Most people with a subsidized pass (56 percent) used their pass regularly, taking five or more transit trips in a 30 day period; 22 percent did not use their pass for any transit trips in 2021. 
· Enrollees took 1.3 million trips using the pass in 2021, representing 2 percent of King County Metro’s boardings, 1 percent of Sound Transit boardings, 3 percent of Seattle Streetcar boardings, and less than one percent of Seattle Center Monorail ORCA boardings. Most trips were taken on Metro (88 percent, mostly by bus). 
· The total operating cost for 2021 was $971,000, which includes program administration, staffing, materials and outreach, card stock, and evaluation. In-kind support was provided by partner agencies. 
· In 2021, the program had no significant impact on transit operations or transit service (such as crowding) or farebox recovery, with lost fare revenue less than 1.5% of total 2021 fare revenues. The primary impact in 2021 was related to customer service, and predominantly experienced among partner agencies and Metro’s Customer Service Specialist team assigned to support the program. 
· The distinction between an income-based discounted fare and a subsidized pass is nuanced, but important, as it impacts Metro’s ability to expand the number of people who can be served. A pass program requires significant administrative capacity to manage cards on behalf of individuals, and since this program aims to serve a high-need population, also requires a great deal of specialized and direct customer service. 
In 2021, Metro focused on building infrastructure for the program, enrolling eligible people, and launching the evaluation. Metro’s multi-year study, supported in part by the Robert Wood Johnson Foundation, seeks to evaluate the impact of the subsidized annual pass on mobility outcomes, quality of life, and access to services such as health care, social services, education, and employment.[footnoteRef:11] While the formal, large-scale study is still underway, feedback from customer service staff collected by Metro staff suggests positive impacts for many customers. [11:  Via the Evidence for Action Program, grant #78767. The grant period is September 1, 2021 – August 31, 2023, and total amount $447,996. King County and Sound Transit funds are also used to support the evaluation.] 

“There’s not a day that goes by without at least one person telling me how thankful they are for the use of this pass.”
The program evaluation helps to ensure that implementation of the subsidized annual pass is equity-centered, responds to the customer needs, and utilizes public funds for highest impact. Findings will provide Metro, customers, partner agencies, decision makers, and the public with information to guide decisions about policy, program improvements, expansions, and budget priorities. In 2022 Metro will: 
· Continue enrollment of eligible customers and re-enrollment of customers who still qualify after their annual transit pass has expired. 
· Increase communication with eligible people and human service agencies to focus outreach efforts on customers who are likely to qualify. 
· Conduct the impact evaluation to study participant outcomes and impact. 
· Ensure compatibility with the new ORCA system to ensure seamless transition for current customers. 
· Once the new ORCA system is established, engage in continuous process improvement to increase efficiency and lessen the administrative burden as much as possible under this program design. At the same time, investigate alternative pathways that could be adopted regionally and allow for greater program reach.   
· Negotiate with Sound Transit, Seattle Department of Transportation, and Seattle Center Monorail about participation after pilot periods end in 2022. Invite the other ORCA agencies to join the program when new ORCA technology is available that enables their involvement.
· Coordinate with other fare programs, including the upcoming effort to adopt zero youth fares in 2022, to ensure a seamless customer experience. 
[bookmark: _Toc103858876][bookmark: _Toc103858877][bookmark: _Toc70515111][bookmark: _Toc70515243][bookmark: _Toc106717200]Background
[bookmark: _Toc70508926][bookmark: _Toc70515112][bookmark: _Toc70515244]Department overview
King County Metro is the Puget Sound region’s largest public transportation agency. Metro provides bus, paratransit, vanpool, and water taxi services, and operates Seattle Streetcar, Sound Transit Link light rail, and Sound Transit Express bus service. Metro is committed to providing safe, equitable, and sustainable mobility, and prioritizing service where needs are greatest.
[bookmark: _Toc70515113][bookmark: _Toc70515245]Historical context
Under the goal of improving access to mobility options, the 2021-2031 Strategic Plan for Public Transportation directs Metro to employ an income-based approach to fares, ensuring that discounts are provided to those who cannot afford to pay the full fare.[footnoteRef:12]  Targeting fare discounts to riders with low incomes allows Metro to continue to support frequent and reliable service throughout the county in accordance with Metro’s adopted Fund Management policy to collect at least 25 percent of operating expenses from fares, with a goal of 30 percent.[footnoteRef:13] In turn, frequent and reliable service, along with other attributes of the system that fare revenues currently support, expands mobility for people who are most reliant on the system, including those with low incomes.  [12:  King County Motion 16049. ]  [13:  King County Ordinance 18321, suspended King County Ordinance 19206.] 

Metro has provided a reduced fare for seniors since its first year of operation, and since then has developed an array of discounted fare programs with the goal of enabling mobility for everyone. In 2014 Metro established a low-income transit fare program.[footnoteRef:14] A task force advised Metro on an implementation plan and provided the following recommendations: a $1.50 fare, regardless of zone or time of day, available to individuals with household incomes at or below 200 percent of the federal poverty level (FPL), and implemented in partnership with third-party agencies to determine eligibility and enroll customers.[footnoteRef:15] Following this recommendation, Metro and Public Health – Seattle & King County (Public Health) created an innovative partnership, leveraging Public Health’s experience conducting outreach and income verification to streamline enrollment. As a result, Metro introduced a new, income-based fare category, ORCA LIFT, in March 2015. The income verifying agencies, led by Public Health, and including the Washington State Department of Social and Health Services (DSHS), have worked with Metro to issue more than 160,000 new and renewal ORCA LIFT cards since the program’s inception.[footnoteRef:16], [footnoteRef:17], [footnoteRef:18] [14:  King County Motion 14246.]  [15:  King County Metro Transit, Low-Income Fare Implementation Task Force Report, August 15, 2014.]  [16:  DSHS became an ORCA LIFT verifying agency in 2017.]  [17:  2016 survey of 435 ORCA LIFT users.]  [18:  2018 & 2019 Rider/Non-Rider Surveys, Income-based fares survey.] 

In a 2018 report to the Council, Metro evaluated potential programs to increase transit affordability for various categories of people who might benefit and concluded that a comprehensive, income-based approach to fares is the most consistent with King County’s equity goals.[footnoteRef:19] Then, in response to a proviso in the 2019-2020 King County budget, Metro analyzed data, conducted market research, convened an advisory group, and engaged with potential customers to inform the development of a new income-based program.[footnoteRef:20] This work indicated that:  [19:  King County Metro Transit, Making Metro More Affordable and Accessible, September 27, 2018.]  [20:  King County Adopted Budget, Ordinance 18835, Section 109, Transit, P3, p. 128.] 

· Affordability of transit and transportation is a key racial justice and economic mobility issue.
· The increasing cost of living in King County exacerbates the need for affordable transportation.
· People with low incomes are more dependent for their mobility on transit than others and rely on high-quality alternatives to driving. 
· More evidence is needed to determine what increases access to mobility for people with low-incomes and how access is impacted by fare affordability and other attributes that people with low-incomes cite as priorities, such as safety, service, speed, and reliability.
· More work is needed to ensure that those who are eligible for reduced fare programs and want to use transit can access and use the fare programs.
The advisory group recommended that Metro launch a new program that: 
· Focuses resources on the people most in need. 
· Partners with human service agencies so customers are served by a trusted provider and have access to wrap-around support.
· Considers the capacity limitations of the human service agency partners who would lead customer enrollment.
· Strives for regional integration, particularly with Sound Transit. 
· Provides a sustainable benefit that does not impact Metro’s ability to provide and grow service.
· Includes robust outreach and education to make it easy for people to learn about and use new and existing reduced fare programs.
Based on the advisory group and Metro’s recommendations, the Executive proposed a new program, hereafter referred to as the “subsidized annual pass.” On February 5, 2020, the Council approved the implementation plan and directed Metro to implement the subsidized annual pass in 2020.[footnoteRef:21], [footnoteRef:22] The Council also added a requirement that the Executive should transmit a program evaluation plan in 2020 and annual program evaluation reports in 2021-2024, due each June for the previous calendar year.[footnoteRef:23], [footnoteRef:24] Prior to implementation of the program, Metro negotiated with Sound Transit, Seattle Department of Transportation (Seattle Streetcar), and Seattle Center (Monorail) to participate in the program as pilots, which end in 2022. See Section E.  [21:   Amended King County Ordinance 17757, Ordinance 19058.]  [22:  King County Motion 15600.]  [23:  King County Metro Transit, Metro's evaluation plan for income-based fares, September 11, 2020.]  [24:  King County Metro Transit, Metro's 2020 evaluation report for income-based fares, June 30, 2020.] 

Current context
Metro launched the subsidized annual pass in October 2020 during the COVID-19 pandemic, which severely disrupted the transit system, human service network, and administrative capacity. The first full year of the program in 2021 continued as a “soft launch” without wide promotion, as Metro and its partners navigated changing pandemic conditions such as closed offices, refined systems, developed new procedures (particularly for the first wave of program renewals), resolved problems, and added staff capacity to support enrollment and customer service. People who enrolled in the program in 2021 primarily did so as they sought assistance with other benefits at the enrollment sites or found out about the program through word of mouth. As a result, demographic information for 2021 should not be interpreted as representative of who the program will serve in its future years. Metro aims to increase promotion and outreach in 2022 to increase enrollment among those who qualify and are interested in riding transit. 
Program design and eligibility - This program is unique and can be best explained as a hybrid between an income-based discounted fare and a subsidized pass. The distinction is nuanced but important: 
· A discounted fare is a lower rate for people within a specific category. People qualify based on certain criteria and once they enroll, receive an ORCA card that they can use to pay the fare. If they transfer to another mode or transit agency within two hours, the value paid is applied to the new trip. The ORCA Joint Board makes fare categories available, and each transit agency sets a fare for each category. ORCA LIFT is currently the only income-based fare category and Metro’s ORCA LIFT bus fare is $1.50. Eligible people enroll in ORCA LIFT at third-party human service agencies who utilize state databases and other means to easily verify eligibility, then record enrollment and participant demographic information into Metro’s ORCA LIFT Registry.[footnoteRef:25]  [25:  As discussed in Metro’s Income-based Fare Program Implementation Plan, due to limitations of the current/legacy ORCA system, Metro could not add a new fare category to provide a zero fare for people with incomes ≤80 percent of the federal poverty level by the Council-required implementation timeframe of 2020. So, the only option for a free-to-the-rider program at that income level was to develop and implement a subsidized pass. In the new ORCA system, Metro could reevaluate this with the other ORCA agencies and consider adding a new fare category.  ] 

· A subsidized pass requires an entity to purchase and manage a pass on behalf of the individual. Many employers purchase transit passes for their employees, which are managed by human resource or transportation coordinator staff at each site. The individual receives their card through their employer and uses it to ride transit. If they lose their card, they replace it through their employer site. Individuals who receive subsidized passes are not enrolled in a discounted fare category, even if they would qualify.   
The subsidized annual pass is a pass program that includes enrollment in the ORCA LIFT income-based discounted fare. This adds a layer of complexity but is vitally important to ensure that people can access the lowest possible rate for all their trips, even after they have left the program. It also allows Metro to collect demographic information to evaluate the program’s impact and complete this evaluation report. 
Upon enrolling in the program, eligible people receive an ORCA LIFT card that is loaded with an annual pass that provides them with unlimited access to Metro, Sound Transit, Seattle Streetcar, and Seattle Center Monorail[footnoteRef:26]. The enrollee does not need to pay a fare since the pass covers all their trips on these agencies. If they ride on other transit systems, they can load the same card with funds and access the discounted ORCA LIFT rate.[footnoteRef:27] The annual pass expires after the first year and is renewable if the person is still eligible. If they are no longer eligible, they can load their card with value and pay the discounted ORCA LIFT rate.  [26:  ORCA LIFT is the standard card type used for this program. Youth, seniors, and people with disabilities can receive their subsidized annual pass on an ORCA Youth or RRFP (Regional Reduced Fare Permit) card if they prefer.]  [27:  Customers can load value onto their card via E-purse or passes and would pay the fare associated with the card type. As noted above, for most customers, this is ORCA LIFT, which is available on Metro, Sound Transit, Community Transit, Everett Transit, and Kitsap Transit. Customers who use transit systems that do not have an ORCA LIFT fare (currently Pierce Transit and Washington State Ferries) pay the regular adult fare using their ORCA LIFT card. People who receive their subsidized annual pass on an ORCA Youth or RRFP cards would access those rates across all systems. ] 

People must meet three criteria to be eligible for a subsidized annual pass: 
1. Income at or below 80 percent of the federal poverty level[footnoteRef:28] [28:  Approximately $10,000 for an individual, or $21,000 for a family of four.] 

2. Enrollment in specific benefit programs – currently limited to six that are administered by DSHS, which also have income qualifications at or below 80 percent of the federal poverty level[footnoteRef:29] [29:  Temporary Assistance for Needy Families (TANF)/State Family Assistance (SFA), Refugee Cash Assistance (RCA), Aged, Blind, or Disabled Cash Assistance (ABD), Pregnant Women Assistance (PWA), Supplemental Security Income (SSI), Housing & Essential Needs (HEN).] 

3. Residence in King, Pierce, or Snohomish Counties[footnoteRef:30] [30:  Including people in Pierce and Snohomish Counties was a requirement of Sound Transit’s pilot participation. ] 

Based on strong feedback from customers and organizations who serve them, the enrollment and card management functions required to operate the pass program are split between Metro and third-party human service agencies: 
· DSHS, Public Health, and Catholic Community Services lead enrollment. Staff at these agencies verify customer eligibility using state databases, enroll them in the program via Metro’s ORCA LIFT Registry, distribute cards, and re-enroll customers when their annual passes expire. Public Health and Catholic Community Services also conduct outreach in the community.
· Metro manages the program and passes for each individual enrolled. For program management, Metro develops and implements procedures, coordinates partner agencies, produces outreach materials, and leads the evaluation. Pass management requires that Metro staff complete a manual transaction to connect each customer’s ORCA LIFT card to the ORCA system via the ORCA LIFT Registry and manage each enrollee’s annual pass through a business account established for the program by Metro. A dedicated team of Customer Service Specialists at Metro is responsible for the pass management function, which includes purchasing and adding passes to ORCA cards, activating cards, replacing lost or stolen cards, and mailing cards to participants. This work requires these staff members to provide a high level of direct customer service, as detailed in Section D.
COVID-19 impacts - As addressed earlier, in 2021, Metro and program partners experienced continued impacts from the COVID-19 pandemic, specifically: 
· Reduced capacity at each of the enrollment sites. DSHS’ in-person services were closed throughout 2021, so residents were served by a statewide call center instead of by local offices. As a result, people who called DSHS experienced long wait times and were not always connected with local benefits, since personnel taking the call may not be familiar with local options like Metro’s low-income fare programs. Metro and DSHS leaders provided ongoing training to DSHS staff throughout the year to mitigate this issue, but enrollment through DSHS remained lower than expected throughout 2021. As a result, Public Health took on most of the program enrollments but operated with reduced hours for in-person services. Public Health’s Community Health Access Program (CHAP) telephone assistance program served people via phone when offices were closed. Catholic Community Services’ Seattle office remained open throughout 2021, but for most of the year, only had one staff member available to enroll people in the subsidized annual pass and ORCA LIFT. 
· Reduced capacity and additional duties at Metro. As a result of ongoing hiring delays, positions at Metro supporting the subsidized annual pass were not fully staffed until the end of 2021. At the same time, these Metro staff members also took on additional duties to support the enrollment locations. For example, since DSHS staff were working exclusively at home, they could enroll people in the program by phone but could not mail cards to people who enrolled. Instead, DSHS staff enrolled customers and relied on Metro staff to mail the cards to customers. This added to the already lengthy list of duties for the understaffed Metro team. 
· Limited community outreach. Public Health and Catholic Community Services resumed some in-person community outreach in 2021 to enroll people in ORCA LIFT and the subsidized annual pass, but the level of outreach was far below pre-pandemic levels. Additionally, Metro’s Neighborhood Pop-Up was suspended for in-person services throughout 2021. 
Supporting Metro’s mission to become a mobility agency - With this program, Metro aims to serve a population with complex needs. With income eligibility at or below 80 percent of the federal poverty level, people served very likely cannot afford any transit fare. Many also face significant day-to-day challenges, including housing insecurity, language barriers, and physical and behavioral health issues. 
The subsidized annual pass is an important addition to Metro’s existing suite of options as the agency continues to work toward a future where all King County residents have access to affordable, integrated, and equitable transportation options. The impact of the program on community health and well-being is the ultimate measure of success. Using findings from the evaluation, the Executive will propose adjustments and enhancements in future reports to the Council and in future budget proposals.[footnoteRef:31]  [31: ] 

[bookmark: _Toc70515114][bookmark: _Toc70515246]Report methodology
This report was assembled by Metro with input from the King County Office of Performance, Strategy, and Budget; program implementation partners Sound Transit, DSHS, Public Health, and Catholic Community Services; and impact evaluation partners at the Wilson Sheehan Lab for Economic Opportunities at Notre Dame (LEO Notre Dame), the University of Pennsylvania’s Perelman School of Medicine (UPenn), University of California at Irvine (UC Irvine), and local research firm PRR. 
Metro utilized multiple data sources for this report: 
· The ORCA LIFT Registry provided metrics regarding subsidized annual pass enrollment and is the sole source of enrollment demographic data included in this report. 
· The ORCA system provided metrics regarding transit use for subsidized annual pass customers. Ridership information is collected through the ORCA system each time the card is tapped to ride public transit on one of the participating ORCA agencies.[footnoteRef:32] The ORCA system captures information about each trip regarding transit agency, mode, date, time, route, method of payment, and fare value of each trip. [32:  The participating ORCA agencies: Community Transit, Everett Transit, King County Metro, Kitsap Transit, Pierce Transit, Seattle Center Monorail, Seattle Streetcar, Sound Transit, and Washington State Ferries.] 

· APC data provided metrics regarding total transit use for each transit agency.
· The Trapeze database provided the metrics regarding rides on Access Paratransit.
· The DSHS Electronic Management Accountability Statistics (EMAPS) provided summary-level data in DSHS programs by primary language, age, benefit program, and race/ethnicity. 
· Focus groups and interviews conducted by King County staff provided qualitative insights. 
[bookmark: _Toc70515119][bookmark: _Toc70515251][bookmark: _Toc106717201]Report Requirements
This report represents the evaluation information for calendar year 2021. As indicated earlier, since Metro did not widely promote the program in 2021, demographic information presented in this report should not be interpreted as representative of who the program will serve in its future years. 
[bookmark: _Toc106717202]Customer experience 
[bookmark: _Toc70515120][bookmark: _Toc70515252]Who is served and how they use the pass 
[bookmark: _Toc70515121][bookmark: _Toc70515253]Number of enrollees - In 2021, 6,325 people enrolled or renewed in the subsidized annual pass (4,425 new enrollments and 1,900 renewals). Many people needed support replacing lost or stolen cards during the year.[footnoteRef:33]   [33:  1,487 people needed a total of 2,084 replacements for lost or stolen cards. There was a wide range in the frequency of card replacements. Of people who had their card replaced in 2021, 1,172 (79 percent) only had their card replaced once, 206 (14 percent) had their card replaced twice, and 90 (6 percent) replaced their cards three to five times. Only 23 (1.5 percent) replaced their cards more than six or more times, with a maximum of 15 times. This is not unexpected for this population, who are faced with housing insecurity, lack of secure areas to store belongings, and cognitive difficulties that make it difficult to keep track of a card.  ] 

[bookmark: _Toc70515122][bookmark: _Toc70515254]Transit used[footnoteRef:34] - In 2021, 5,867 people, out of 7,554 that had a pass in 2021, used their subsidized annual pass to cover their fares on a total of 1,390,626 trips across the participating transit agencies. Subsidized annual pass trips made up 2 percent of King County Metro’s overall boardings, 1 percent of Sound Transit ORCA boardings, 3 percent of Seattle Department of Transportation’s Seattle Streetcar ORCA boardings, and less than one percent of Seattle Center Monorail ORCA boardings.[footnoteRef:35] [34:  “Boardings” refers to any leg of a trip taken using an ORCA card, “transit agency” is the agency providing the transit service (Metro, Sound Transit, etc.), and “mode” refers to the type of transit used (bus, rail, other)..]  [35:  In 2021, King County Metro had a total of 51,365,280 boardings, Sound Transit had a total of 17,396,972 boardings, Seattle Department of Transportation’s Seattle Streetcar had a total of 806,120 boardings, and the Seattle Center Monorail had 101,061 ORCA boardings. ] 

Most people enrolled in the subsidized annual pass (56 percent) rode transit regularly, taking five or more transit trips in a 30 day period; 22 percent did not use their pass for any transit trips in 2021 (which may include people who enrolled at the very end of the year). See Figure 1. 
[bookmark: _Toc106717236]Figure 1 Distribution of average monthly boardings
[image: ]
Of trips by transit agency, most subsidized annual pass boardings were on Metro services (88 percent, or 1,220,116 boardings), followed by Sound Transit (11 percent, or 148,092 boardings), Seattle Department of Transportation (two percent, or 21,902 boardings), and Seattle Center Monorail (less than one percent, or 516 boardings). See Figure 2.




[bookmark: _Toc106717237]Figure 2 Monthly subsidized annual pass boardings by transit agency
[image: ]
The participating transit agencies operate multiple modes: 
· Metro boardings include bus, Access (paratransit service), demand response (Dial-A-Ride Transit, Via to Transit, Trailhead Direct, Ride Pingo to Transit, Community Ride, Community Shuttle, and the now-discontinued Bellevue Crossroads Connects) and Water Taxi; 
· Sound Transit boardings include bus, Link light rail, and Sounder commuter rail; 
· Seattle Center boardings include the Seattle Center Monorail; and 
· Seattle Department of Transportation boardings include the Seattle Streetcar. 
Of trips by mode, bus was the most common, followed by light rail. People took a total of 1,261,776 trips on Metro and Sound Transit bus; 64,582 trips on Sound Transit Link Light Rail; 33,449 trips on Metro’s Access Paratransit service; 21,902 trips on the two Seattle Department of Transportation Seattle Streetcar lines; 5,720 trips across Metro’s suite of demand response options (Dial-A-Ride Transit, Via to Transit, Trailhead Direct, Ride Pingo to Transit, Community Ride, Community Shuttle, and the now-discontinued Bellevue Crossroads Connects); 2,467 trips on Sound Transit’s Sounder Commuter Rail; 516 trips on Seattle Center’s Monorail; and 214 trips on Metro’s two Water Taxi lines. See Figure 3 for a comparison of bus and non-bus monthly boardings and Figure 4 for boardings by all modes.








[bookmark: _Toc106717238]Figure 3 Monthly subsidized annual pass boardings by mode 
[image: ] 
[bookmark: _Toc106717239]Figure 4 Annual subsidized annual pass non-bus boardings by mode 
[image: ] 
Some enrollees also added value to their cards to pay for trips on non-participating transit agencies or after their subsidized annual pass expired. Of the 492 people who loaded value to their cards for these trips, 479 added E-purse, with an average load value of $18 per month and 27 added a PugetPass (see Figure 5 and Table 1).[footnoteRef:36]  [36:  There are many types of PugetPasses that customers can load on their card. PugetPasses at a specific fare value allows unlimited rides on any service in the ORCA region up to that fare value. A few subsidized annual pass customers purchased agency-specific passes (e.g., Pierce Transit Adult Monthly Pass), which allows them to take unlimited trips only on that specific transit agency for a lower price than a PugetPass.] 



[bookmark: _Toc106717240]Figure 5 Monthly E-purse load totals
[image: ]
[bookmark: _Toc106717212]Table 1 Monthly passes purchased
	Pass Name
	2021 TOTALS

	PugetPass $1.50
	23 (45%)

	All-Day PugetPass $1.75
	11 (22%)

	Pierce Transit Adult Monthly Pass
	5 (10%)

	PugetPass $1.00
	4 (8%)

	Kitsap Transit Reduced Fare Pass
	2 (4%)

	Metro Monthly Access Pass
	2 (4%)

	PugetPass $1.25
	2 (4%)

	PugetPass $1.75
	1 (2%)

	PugetPass $2.50
	1 (2%)



This resulted in 7,891 boardings, mostly by bus, on non-participating transit agencies, mostly on Community Transit (58 percent, or 4,580 boardings), followed by Everett Transit (21 percent, or 1,636 boardings), Pierce Transit (18 percent, or 1,441 boardings), and Kitsap Transit (154 boardings). The 80 non-bus trips were taken by ferry, split between Kitsap Transit and Washington State Ferries (see Figure 6.)








[bookmark: _Toc106717241]Figure 6 Monthly boardings by agency (non-subsidized annual pass boardings)
[bookmark: _Toc70515123][bookmark: _Toc70515255][image: ] 
Level of participation 
[bookmark: _Toc70515124][bookmark: _Toc70515256]How many participated - Of the 6,325 who enrolled or renewed in the program 2021, 4,425 newly enrolled and 1,900 renewed (see Figure 7). In 2021, 60 percent of customers whose subsidized annual passes expired in 2021 renewed their passes. 
Renewals first became available in September 2021, when passes expired for people who enrolled at launch the previous year. Metro will continue to monitor renewal rates through 2022, which is the first full year with both new enrollments and renewals but assessing an accurate renewal rate is difficult for two reasons. First, not all enrollees will still be eligible after their pass expired. Second, those who are still eligible can renew their pass at any time after expiration, so anyone who is not currently riding transit may wait to renew. Since this report is a snapshot of 2021, the “true” renewal rate is likely higher considering that some customers may renew in 2022. 
[bookmark: _Toc106717242]Figure 7 Enrollment by month
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Of the state benefit programs included in program eligibility, most people enrolled via Supplemental Security Income (SSI) (see Figure 8 and Table 2). 
[bookmark: _Toc106717243]Figure 8 Monthly enrollment by benefit program
[image: ] 
[bookmark: _Toc106717213]Table 2 Enrollment by benefit program
	BENEFIT PROGRAM
	2021 TOTALS

	Supplemental Security Income (SSI)
	3,226 (51%)

	Housing & Essential Needs (HEN)
	1,101 (17%)

	Temporary Assistance for Needy Families (TANF)
	972 (16%)

	Aged, Blind, or Disabled Cash Assistance (ABD)
	891 (14%)

	Refugee Cash Assistance (RCA)
	59 (1%)

	State Family Assistance (SFA)
	35 (1%)

	Pregnant Women Assistance (PWA)
	4 (<1%)


[bookmark: _Hlk71795633]
Figure 9 shows enrollment in the subsidized annual pass compared to the eligible population. In 2021, people receiving TANF/SFA were underrepresented in subsidized annual pass enrollments. In the next section of this report, Metro outlines what efforts occurred and are planned for 2022 to mitigate this disparity. Housing & Essential Needs (HEN) enrollment was disproportionally higher than would be expected due to two main reasons. First, underrepresentation of TANF/SFA means room for other programs to be overrepresented. Second, Metro’s partnership with Catholic Community Services, which is the main provider of services for HEN clients, means that HEN clients have a more direct connection on how to be enrolled in the subsidized annual pass and have higher rates of enrollment. 





[bookmark: _Toc106717244]Figure 9 Enrollment by benefit program compared to eligible population

Public Health processed most enrollments (1,883), with DSHS enrolling 2,889 via their statewide call center and Catholic Community Services enrolling 1,512 (see Figure 10).
[bookmark: _Toc106717245]Figure 10 Monthly enrollment by enrolling agency
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[bookmark: _Toc70515125][bookmark: _Toc70515257]Demographics of current participants - As noted earlier, current demographic enrollment information is not likely representative of who the program will ultimately serve since the 2021 soft launch period did not include wide program promotion or targeted outreach. 
The following demographic data is available directly to Metro through the ORCA LIFT Registry and is included in this report: race, primary language spoken, age, and geography. DSHS data is also available for race/ethnicity, primary language, age, and benefit program.[footnoteRef:37] In the cases where there is enrollment data for both enrolled subsidized annual pass customers and eligible DSHS clients, a comparison chart is included. In future years, Metro will also include analysis of income level, gender, employment status, national origin, and disability status.[footnoteRef:38] These data points are available to Metro only through DSHS’s Research and Data Analysis (RDA) unit and will be available in 2023. Future reports will also present trend information.  [37:  DSHS Management Accountability and Performance Statistics (EMAPS). Due to low enrollment numbers, information about clients enrolled in Pregnant Women Assistance and Refugee Cash Assistance is not included in this report to protect client privacy. ]  [38:  The ORCA LIFT Registry was the only data source for demographics of enrolled subsidized annual pass customers available at the time at this report, and the ORCA LIFT Registry does not collect information about gender, employment status, national origin, disability status, and income level. However, all the qualifying state benefit programs that make an individual eligible for a subsidized annual pass require incomes at or below 80 percent of the federal poverty level (approximately $21,000 for a family of 4). ] 

Most customers enrolled in 2021 reported a race other than White (see Table 3). Figure 11 compares enrolled customers to the eligible population using subsidized annual pass enrollment data and DSHS administrative data of eligible clients. In 2021, Asian/Pacific Islander customers made up a larger proportion of subsidized annual pass enrollments and Hispanic or Latino customers were underrepresented in subsidized annual pass enrollments. In the next section of this report, Metro outlines what efforts occurred and are planned for 2022 to mitigate this disparity.
[bookmark: _Toc106717214]Table 3 Enrollment by race/ethnicity
	RACE/ETHNICITY
	2021 TOTALS

	White
	1,909 (30%)

	Black or African American
	1,548 (24%)

	Asian
	1,474 (23%)

	Not Specified
	555 (9%)

	Other
	318 (5%)

	Hispanic or Latino
	207 (3%)

	American Indian or Alaska Native
	179 (3%)

	Multi-Racial
	77 (1%)

	Native Hawaiian or Other Pacific Islander
	54 (<1%)











[bookmark: _Toc106717246]Figure 11 Enrollment by race/ethnicity compared to eligible population
[image: ]People who enrolled or renewed in the subsidized annual pass in 2021 spoke 20 different languages, with 28 percent speaking a primary language other than English (see Table 4 for enrollment by primary language and figure 12 for a comparison with the eligible population). Customers enrolled in the subsidized annual pass are more likely to indicate a non-English primary language than DSHS clients but enrollments appear to underrepresent individuals who indicate one of the following as their primary language: Spanish, Vietnamese, Russian, and Arabic. In the next section of this report, Metro outlines what efforts occurred and are planned for 2022 to mitigate this disparity.
[bookmark: _Toc106717215]Table 4 Enrollment by primary language spoken
	LANGUAGE
	2021 TOTALS

	English
	4,550 (72%)

	Chinese
	1,037 (16%)

	Vietnamese
	136 (2%)

	Russian
	95 (2%)

	Spanish
	86 (1%)

	Other
	81 (1%)

	Amharic
	65 (1%)

	Dari
	53 (1%)

	Not Specified
	52 (1%)

	Tigrinya
	49 (1%)

	Ukrainian
	33 (1%)

	Somali
	21 (<1%)

	Korean
	18 (<1%)

	Farsi
	16 (<1%)

	Arabic
	8 (<1%)

	Cambodian
	8 (<1%)

	French
	5 (<1%)

	Tagalog
	5 (<1%)

	Punjabi
	4 (<1%)

	Oromo
	3 (<1%)



[bookmark: _Toc106717247]Figure 12 Enrollment by primary language compared to eligible population
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The largest age group (2,048) of customers who enrolled or renewed in the subsidized annual pass were seniors 65 and over, and 218 customers were youth 5-17 whose parent or guardian was also enrolled in the subsidized annual pass (see Figure 13 for enrollment by age and Figure 14 for comparison to the eligible population). Low youth enrollment rates are correlated with low TANF/SFA enrollment rates since those are the primary programs through which youth would be enrolled. Most of the other benefit programs are for adult-only households. 
[bookmark: _Toc106717248]Figure 13 Enrollment by age group
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[bookmark: _Toc106717249]Figure 14 Enrollment by age group compared to eligible population
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In 2021, 94 percent (5,966) of enrollees reported living in King County, 3 percent (172) reported living in Pierce County, and 3 percent (158) reported living in Snohomish County. Table 5 breaks down these enrollments by the top cities, as well as by new enrollments and renewals. Only customers who enrolled in 2020 would be able to renew in 2021. Due to most of the 2020 enrollments coming from King County residents, renewal rates for Pierce and Snohomish rates appear much lower and 2022 renewal rates will likely be more representative. Figure 15 illustrates enrollment by census tract.
[bookmark: _Toc106717216]Table 5 New and renewal enrollments by county and city[footnoteRef:39] [39:  Program eligibility is based on current county of residence, but some people have mailing addresses in other areas. Enrollment personnel enter this information into the ORCA LIFT Registry and could make an error by reporting the county of residence as the mailing address. In 2021, 29 enrollees show as living in Kitsap County or ‘Other,’ which is likely due to this kind of error.  ] 

	 
	 NEW ENROLLMENTS 
	 RENEWAL ENROLLMENTS 

	King County
	 4,075 (92%) 
	 1,891 (99%) 

	Seattle
	 2,510 (62% of King County) 
	 1,454 (77% of King County) 

	Kent
	 231 (6% of King County) 
	 84 (4% of King County) 

	Bellevue
	 166 (4% of King County) 
	 50 (3% of King County) 

	Renton
	 165 (4% of King County) 
	 47 (2% of King County) 

	Auburn
	 142 (3% of King County) 
	 38 (2% of King County) 

	Federal Way
	 129 (3% of King County) 
	 36  (2% of King County) 

	Pierce County
	 169 (4%) 
	 3 (<1%) 

	Tacoma
	 106 (63% of Pierce County) 
	 0 (0% of Pierce County) 

	Lakewood
	 20 (12% of Pierce County) 
	 0 (0% of Pierce County) 

	Puyallup
	 8 (5% of Pierce County) 
	 2 (67% of Pierce County) 

	Snohomish County
	 153 (4%) 
	 5 (<1%) 

	Everett
	 75 (49% of Snohomish County) 
	 2 (40% of Snohomish County) 

	Lynnwood
	 19 (12% of Snohomish County) 
	 1 (20% of Snohomish County) 

	Marysville
	 11 (7% of Snohomish County) 
	 0 (0% of Snohomish County) 



[bookmark: _Toc106717250]Figure 15 Enrollment by census tract
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[bookmark: _Toc70515126][bookmark: _Toc70515258]How to increase participation - Due to ongoing impacts from the COVID-19 pandemic, including staffing capacity constraints at Metro and enrollment sites and limited in-person outreach opportunities, Metro did not widely promote the subsidized annual pass in 2021. Instead, Metro focused on informing eligible riders currently using transit for essential trips about enrollment options and on building capacity and systems so that more customers could be served, with maximum efficiency and ease once pandemic effects recede. In 2022, Metro will continue to build capacity and increase focused efforts to increase new and renewing enrollment among people who are eligible and interested in riding transit. COVID-19 may continue to impact enrollment through 2022, but with these focused efforts, Metro will ensure that customers can enroll when they are ready to ride. 
In 2021, Metro initiated several strategies to increase enrollment among eligible people, including: 
· Development and distribution of a toolkit for human service agencies who serve subsidized annual pass-eligible customers so they can accurately share eligibility and enrollment information with staff and clients. Toolkit resources included blog-style posts and printable handouts that explain subsidized annual pass eligibility and enrollment options, other options for non-eligible customers, and information about how to use ORCA cards. Customer-facing materials were translated into Amharic, Arabic, Chinese (simplified), Korean, Russian, Somali, Spanish, Ukrainian, and Vietnamese.
· Presentations about the subsidized annual pass, as well as other fare and program options, to various groups who interact with likely eligible customers, including City of Seattle Human Services Division, Downtown Emergency Services Center, Hopelink’s Mobility Coalition, Neighborhood House, Seattle/King County Coalition on Homelessness, Sound Transit’s fare ambassadors and community engagement groups, and Seattle & King County Public Health Con Confianza y En Comunidad.
· Development and promotion of a new web-based enrollment option, through Metro’s Reduced Fare Portal. Public Health processes applications for subsidized annual pass and ORCA LIFT. 
· Launch and promotion of the Discover Reduced Fares campaign to inform riders about reduced fare options. Developed in collaboration with Sound Transit, Public Health, and various community partners, the campaign included paid media, transit advertisements, and community organization-led outreach.
· Wide distribution of the “Which ORCA Fare?” brochure that outlines the various reduced fare options available for customers (printable version of the brochure is available on the website and foldable, printed versions are available for order in English, Spanish, Vietnamese, and Chinese).
· Outreach in the community, led by Public Health and Catholic Community Services, at various locations. Regular locations included Auburn Community Court, Ballard Food Bank, Opportunity Center for Education and Employment, Pike Place Market Commons, Seattle Municipal Court Resource Center, Shoreline Hopelink/Community Court, Skyway Pop Up Resource Center, Redmond Community Court, and Vashon Library. Pop-up style outreach occurred at various locations, such as at health fairs, COVID-19 vaccination and testing sites, and at the new Link light rail stations in North Seattle. 
· Monthly mailings to ORCA LIFT customers whose cards are expiring, with information about the subsidized annual pass so those who qualify can enroll.
· Monthly mailings to subsidized annual pass enrollees who are approaching their annual pass expiration date, to encourage them to renew if they are still eligible. Note that the high rate of returned mail may make this strategy less tenable when more people enroll in the program. 
· Communication with Metro’s Access customers about subsidized annual pass eligibility and enrollment options. 
In 2022, Metro will expand and enhance these efforts by developing additional resources, engaging with human service partners, and targeting enrollment efforts to reach underserved communities. Based on strong feedback from community partners, Metro will ensure that any communication about the subsidized annual pass is targeted only toward those who likely qualify, includes specific guidance about eligibility, is translated into multiple languages, and includes information about other options for those who do not qualify. This kind of outreach is more difficult and time-consuming than wide promotion but sets realistic expectations with residents and ensures that human service agencies are not overwhelmed with demand from ineligible people. 
In 2022, Metro plans to: 
· Enhance the toolkit developed in 2021 with additional resources requested by human service agencies, including videos and a display easel.
· Promote the toolkit and use the opportunity to offer to speak with front-line staff about the subsidized annual pass and other fare options. Using demographics presented in this report, target communication with agencies who serve people who are currently underserved, for example, the Latino community. 
· Develop and implement a process with DSHS and local refugee resettlement agencies to expedite enrollments of newly arriving refugees who receive RCA and TANF/SFA benefits. Ensure that program materials are translated into native languages. 
· Coordinate with DSHS to send a targeted mailing with eligible to people to promote enrollment and apply learnings from this first direct promotional effort to inform future strategies. 
· Utilize the regional ORCA system transition to communicate about all fare options and programs, including the subsidized annual pass. Revise program materials for the new system and develop new materials as needed. 
· Enroll people in the program through the impact evaluation study recruitment. Metro and the research team expect to enroll over 2,000 people by mid-2022 as part of the evaluation. 
· Add capacity for Public Health to enroll people in Snohomish and Pierce Counties, due to new funding from Sound Transit. 
Additional strategies may be implemented as pandemic effects recede, for example, increasing in-person community-level outreach through Public Health, Catholic Community Services, and Metro’s Neighborhood Pop-Up. DSHS offices are set to reopen for in-person services in 2022, which may be the largest driver of new enrollments. 


[bookmark: _Toc70515127][bookmark: _Toc70515259][bookmark: _Toc106717203]Metro experience 
[bookmark: _Toc70515128][bookmark: _Toc70515260]Program costs 
The total operating cost of the subsidized annual pass for 2021 was $971,000, which includes program administration, staffing, materials and outreach, card stock, and evaluation. In-kind support was provided by partner agencies. The total cost of the program is $6,122,000, which includes the operating cost of $971,000 and the value of the Metro fare subsidy, which is $5,151,000.
[bookmark: _Toc70515129][bookmark: _Toc70515261]Fare media costs 
In 2021, King County Metro spent $5,151,000 on the purchase of fare media. The cost for each day pass is $4 and the revenue is recognized in the month it was purchased. [footnoteRef:40] The cost of each subsidized annual pass is $756 per pass for the year (entire cost incurred in the month it is activated), with revenue recognized at $63 a month for the duration of the 12 months of the pass.[footnoteRef:41] The total fare value of subsidized annual pass trips taken on King County Metro services was $1,834,000.  [40:  Metro supplies Public Health and Catholic Community Services with ORCA LIFT cards that are pre-loaded with five all-day passes so customers can leave the agency with an active card that can be used immediately. Within five days of enrollment, Metro then loads the subsidized annual pass onto the customer’s ORCA LIFT card. This process was designed intentionally to ensure that customers have the full 12 months of the pass benefit and to mitigate security concerns about high-value product storage, since the cards to be stored at human service agency locations are loaded with all-day passes instead of the more highly valuable annual passes.]  [41:  ] 

[bookmark: _Toc106717217]Table 6 Value of subsidized passes
	CATEGORY
	2021 TOTALS

	Day passes
	$87,000

	Subsidized annual passes
	$5,064,000

	Total
	 $5,151,000 



[bookmark: _Toc70515130][bookmark: _Toc70515262]Support for human service partners
The partnering human service agencies DSHS, Public Health, and Catholic Community Services did not receive additional financial support in 2021 to participate in this program. Public Health and Catholic Community Services utilize funding from Metro for ORCA LIFT program operations to partially fund their activities related to the subsidized annual pass; DSHS does not receive any financial reimbursement. 
The in-kind support provided by these agencies is invaluable to Metro and its customers. Along with leading customer verification and enrollment, these agencies worked with Metro to train staff, adjust program procedures for changing pandemic conditions, refine systems, develop program renewal procedures, and resolve problems. Information about the impacts to these partners can be found in Section D. Future ongoing support from partnering human service agencies may include financial compensation from Metro.
[bookmark: _Toc70515131][bookmark: _Toc70515263]
Lost fare revenue
While the cost of the subsidized passes returns to Metro as revenue, it is nonetheless important to distinguish sources of lost fare revenue that come from outside of Metro. Whereas the cost of the passes and its corresponding revenue result in a net-zero financial impact, lost fare revenue reported in this section represents any source of revenue outside of Metro that could have otherwise been expected. Metro only calculates lost fare revenue on the trips that could be expected to have been taken in the absence of the program. Lost fare revenue is calculated for three groups of subsidized annual pass customers: Catholic Community Services’ Housing & Essential Needs clients, customers who were previously riding transit with an ORCA LIFT card, and customers who took trips with the subsidized annual pass in 2021 but for whom Metro does not have prior ridership history. Lost fare revenue is not calculated for customers who enrolled in the subsidized annual pass but did not take any trips with their pass in 2021. 
The largest source of lost fare revenue was from Catholic Community Services, which historically purchased ORCA LIFT monthly passes (which cost $54) for their Housing & Essential Needs clients. In 2021, Catholic Community Services reported a savings of $655,000 from the monthly passes that they used to purchase for 1,546 Housing & Essential Needs clients who are now enrolled in the subsidized annual pass. For Metro, that results in lost fare revenue of $544,000 for 2021.[footnoteRef:42] The difference between Metro’s lost fare revenue and Catholic Community Services’ savings is revenue loss accruing to other ORCA agencies. [42:  Analysis of subsidized annual pass customers who were previously riding with the monthly passes provided to them by Catholic Community Services indicated that Metro received as revenue 83 percent of the total apportionment of those monthly passes. ] 

Another source of lost revenue is for customers for whom Metro has prior ORCA LIFT ridership data. For subsidized annual pass customers who were previously riding transit with their ORCA LIFT cards, the estimated lost fare revenue to Metro is $9,000, based on revenue apportionment from their ridership prior to enrolling in the subsidized annual pass.[footnoteRef:43], [footnoteRef:44] [43:  Since the lost fare revenue is already calculated for Housing & Essential Needs clients in the prior paragraph, this analysis excludes trips taken by those Housing & Essential Needs clients.]  [44:  Lost fare revenue is calculated based on the total apportionment value of King County Metro trips; lost fare revenue only calculates prior ridership in the same duration that a customer was enrolled in the subsidized annual pass (i.e., fare revenue for a customer that was enrolled in the subsidized annual pass for two months is only calculated for the two months prior to the enrollment in the subsidized annual pass.] 

The last source of lost revenue is customers who used the subsidized annual pass but for whom, at this time, Metro does not have information on their prior ridership information on trips paid for with cash (full or partial payment), Human Service Bus Tickets, Transit Go Ticket, or other payment options. While it is not feasible to separate the estimated ridership for each of these fare payment types, it is possible to roughly estimate the combined lost fare revenue for all other sources. The estimated lost fare revenue for these customers whose lost fare revenue has not been captured elsewhere is $143,000.[footnoteRef:45] [45:  This calculation assumes one $1.50 fare trip taken per week, for each week that the customer was enrolled in the subsidized annual pass. This calculation also assumes that Metro would have received $0.93 of the $1.50 fare (as is currently the average Metro revenue rate for ORCA LIFT fares).] 

Table 7 shows the total calculated lost fare revenue for Metro. The impact evaluation and future research on customer’s prior ridership and prior payment history will provide a fuller picture from which Metro can estimate lost fare revenue.
[bookmark: _Toc106717218]Table 7 Metro lost fare revenue source
	LOST FARE REVENUE SOURCE
	2021 Totals 

	Housing & Essential Needs clients
	$544,000

	Prior ORCA LIFT ridership
	$9,000

	Other sources
	$143,000

	Total
	$696,000


[bookmark: _Toc70515132][bookmark: _Toc70515264]
Farebox recovery impacts 
[bookmark: _Toc70515133][bookmark: _Toc70515265]Metro’s adopted fund management policies require that the farebox recovery for the fixed route bus system be targeted for 30 percent but to not fall below a floor of 25 percent.[footnoteRef:46] Due to the unprecedented declines in ridership resulting from the COVID-19 pandemic, this policy was suspended for the 2021-2022 biennium.[footnoteRef:47] In 2021, Metro’s overall farebox recovery is estimated to be 7 percent. The subsidized annual pass had no significant impact, with lost fare revenue less than 1.5% of total 2021 fare revenues. [46:  King County Ordinance 18321]  [47:  King County Ordinance 19206] 

Foregone revenue to Metro services 
Revenue from regional ORCA passes gets distributed between the ORCA transit agencies depending on ridership from those passes. Additionally, each transit agency may then need to further distribute revenue to different services within the transit agency. For regional ORCA passes, Metro typically further distributes a portion of revenue to King County Water Taxi, Seattle Department of Transportation (for the Seattle Streetcar), and Seattle Center Monorail. However, the subsidized annual pass is an agency-specific pass, and as such, accounting for all the foregone revenue goes towards Metro’s general account. No further apportionment occurs unless an agreement is made otherwise. For the subsidized annual pass, Metro’s Water Taxi, Seattle Department of Transportation, and Seattle Center Monorail agreed to forego the revenue for their services. The following estimates calculate how much revenue those services, as well as Metro’s Access Paratransit service, would have typically received from apportionment systems in place if those trips had been taken on a regional ORCA pass instead. For Metro services, the value of the trips for Water Taxi totaled $685 and Access Paratransit totaled $58,535. [footnoteRef:48]  For services on other transit agencies that are listed as Metro routes in the ORCA system, the value of the trips for Seattle Department of Transportation (for the Seattle Streetcar) totaled $19,980 and Seattle Center Monorail totaled $471. [footnoteRef:49] [48:  Cash Equivalent Full Fare Value (CEFFV) is the fare value of each boarding and reflects the fare category that applies for the card that the boarding was paid with (i.e., an ORCA LIFT card would have a CEFFV that reflects the ORCA LIFT fare on that boarding). The 2021 trips taken resulted in a CEFFV of $816 for Water Taxi. The revenue calculation is based on current apportionment rates where Water Taxi receives an average of 84 percent of the CEFFV. Apportionment rates are calculated from how revenue from boardings is split and is calculated based on transfers across different services.]  [49: See footnote 46 for explanation of CEFFV and apportionment rates. The 2021 trips taken resulted in a CEFFV of $799 for Seattle Center Monorail and $32,218 for Seattle Streetcar. The revenue calculation is based on current apportionment rates where Seattle Center Monorail receives an average of 59 percent of the CEFFV and Seattle Streetcar receives an average of 62 percent of the CEFFV. ] 

[bookmark: _Toc70515134][bookmark: _Toc70515266]Program operations
In 2021, program operations cost approximately $971,000. The largest expense was in the Staffing category, which includes wages and benefits for staff. As explained earlier, operating a pass program requires a significant level of consistent staff support at Metro. Metro allocated seven full-time positions to directly support this program: six Customer Service Specialists and one Lead Customer Service Coordinator. The Specialists manage the business account functions and provide customer service to enrollment agencies and customers; the Lead manages day-to-day operations and provides oversight of and supports the Specialist team. To ensure fiscal controls, the Specialists are the only staff members who can manage the passes in Metro’s business account, so any staff vacancies impact capacity to support customer enrollments. The program staffing was not at full capacity until the end of 2021. As a result of this, as well as similar staffing capacity constraints at the partner enrollment sites and COVID-19 impacts, Metro could not promote the program widely. The following section details the customer service functions for these staff members. Other Metro staff members provide additional support to the implementation, communication, and evaluation.
In other budget categories, Evaluation includes costs to launch the multi-year study to evaluate impact, as noted in Section C. Administration and Overhead includes office supplies, technological improvements to the ORCA LIFT Registry, and wages and benefits for staff time required to manage the program. Materials and Outreach includes promotional materials; translation services, card holders and lanyards for customers to prevent lost cards, and postage. 
[bookmark: _Toc106717219]Table 9 Operations costs
	CATEGORY
	2021 TOTALS

	Staffing
	 $402,000

	Evaluation
	 $303,000

	Administration & overhead 
	 $206,000

	Materials & outreach
	 $60,000 

	Total
	 $971,000



Sound Transit reimburses Metro for a portion of these line items, mostly to cover Metro’s operating costs for enrollees outside of King County. Sound Transit’s pilot participation allows for a $2 million cap on these reimbursements through their pilot period. 
[bookmark: _Toc70515135][bookmark: _Toc70515267]
Impacts on transit operations 
[bookmark: _Toc70515136][bookmark: _Toc70515268]Impact on customer services - The primary impact to transit operations in 2021 was related to direct customer service, and predominantly experienced among the Customer Service Specialist team assigned to support the program. Impacts to other customer service groups, including Metro’s Customer Information Office and Pass Sales Office, were minimal, since staff in those groups generally refer customers with questions or needs directly to the Customer Service Specialist team.[footnoteRef:50] The Customer Service Specialists have a dedicated phone number and email address for these interactions.  [50:  Precise metrics for customer service interactions via Metro’s Customer Information Office and Pass Sales Office are difficult to gather since it requires front-line staff to report the topic of their interactions with customers and separate out non-subsidized annual pass needs. Customer Information Office reported over 700 calls about the subsidized annual pass but that is likely an underreport of the number of customer interactions that had something to do with the program. ] 

The Customer Service Specialists have two primary duties: to operate the program via Metro’s business account and to provide direct customer service for questions, lost or stolen cards, and other needs. While short-staffed throughout 2021, this team also took on additional duties to support the enrollment agencies, who also had lower operational capacity due to ongoing COVID-19 impacts. In 2021, the Customer Service Specialists managed annual passes for 5,929 new and renewing customers, fielded over 1,000 inbound calls, and replaced 2,084 lost or stolen cards. 
Due to COVID-19 workplace restrictions, the Customer Service Specialists work a hybrid schedule of in-office and telecommute. When in-office, they generally focus on direct card and pass management functions, which require manual functions using equipment that is only available at Metro’s King Street Center location, as well as providing customer service for customers who require in-person support. Telecommuting staff members focus on providing support to customer and partners via phone and email, updating program materials, and running reports. 
The complexity of customer interactions either in-office or by phone vary greatly and many customers require specialized support or needed help with other issues like lost items or understanding the transit system. Interactions are often not straightforward, since common issues like eligibility and how to use the ORCA card are complex to explain and many customers present with comprehension issues or need translation services. As a result, staff must provide personalized support and spend a great deal of time on a relatively small number of customer interactions. Very few calls handled by Customer Service Specialists would be considered short (less than 5 minutes) in a call center-type environment. Instead, of the over 1,000 calls in 2021, about half averaged 5-15 minutes. The remainder, some up to 60 minutes in length, included lengthy interactions to resolve complex issues or help customers with comprehension or language challenges. 
Common issues that require specialized and direct customer service include: 
· Replacement of lost or stolen cards, which takes anywhere from 10-60 minutes per interaction. Customer Service Specialists replaced a total of 2,084 cards for 1,491 people. The vast majority (1,172 people) only needed their cards replaced once during the year, but some required multiple replacements, with one customer needing a replacement 15 times. Since this program serves a population of customers who have trouble keeping track of physical cards due to unstable housing and cognitive issues, this is expected. 
· Renewals. Since the program started in late 2020, customers were first eligible to renew in late 2021. While the enrollment agencies DSHS, Public Health, and Catholic Community Services, renew customers in the program by verifying their eligibility with State databases, many customers eligible for renewal called Metro at their renewal date and were connected to the Customer Service Specialists, who explained the process and referred them to the enrollment agencies. And as identified in the 2020 program evaluating report, since many Chinese-speaking who enrolled in late 2020, many of these interactions required translation services. 
· Expired work orders. In the current ORCA system, after Metro’s Customer Service Specialists place an order for the subsidized annual pass and the customer receives their card, the card must be tapped on a card reader machine (e.g., farebox on the bus) within 60 days to finalize the order. If the card is not tapped within 60 days, the subsidized annual pass does not get added and Metro staff must complete additional steps to resolve the issue. Many customers did not tap their cards within this timeframe, so their annual passes expired and necessitated a call to the Customer Service Specialists to reload their card with the annual pass. This issue will be resolved with new ORCA technology, available in mid-2022. 
Customer Service Specialists also support staff at the enrollment agencies and other human service partners. These interactions generally happen online, via Teams chat or emails, and correspondence varied based on the complexity of the issue, from 3-13 emails per request. 
[bookmark: _Toc70515137][bookmark: _Toc70515269]Impact on transit service - In 2021, the most relevant indicator of impact to transit service was whether a bus was over the passenger limits. In 2021, the passenger limits was 25 percent of pre-COVID capacity until April 17, at which time it increased to 40 percent of pre-COVID capacity. On July 3, passenger limits increased to pre-COVID capacity levels. For 2021 ridership, Metro analyzed crowding based on the passenger limits at that time. The full impact on transit service is not known, but some estimation is possible.[footnoteRef:51] See Figure 16. [51:  Automatic Passenger Counters (APC) data is needed to determine if a bus was below/at/over COVID-19 threshold, and only approximately 70% of buses have APC readers.] 
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[bookmark: _Toc103858882][bookmark: _Toc70515139][bookmark: _Toc70515271][bookmark: _Toc106717204]Mobility outcomes 
A multi-year rigorous study is underway to evaluate the impact of the subsidized annual pass on mobility outcomes; access to services such as health care, social services, education, and employment; and health, well-being, and quality of life. The study is partially supported with funding from the Robert Wood Johnson Foundation and led with a collaborative research team, with academic institutions LEO Notre Dame, UPenn, UC-Irvine; program implementation partners Public Health and DSHS; and PRR, a local research firm. [footnoteRef:52]  [52:  Via the Evidence for Action Program, grant #78767. The grant period is September 1, 2021 – August 31, 2023, and total amount $447,996. King County and Sound Transit funds are also used to support the evaluation.] 

The study is underway and is part of Metro’s broader strategic learning agenda that is motivated by King County’s Equity & Social Justice (ESJ) Strategic Plan and the theory of change shown below: 
Long-Term Outcomes
Mid-Term Outcomes
Near-Term Outcomes
Interventions
Address 
cost and non-cost barriers to ridership
Increased transit use & mobility
Increased access to jobs, housing, education, services, etc.
Increased health and well-being; equitable communities


Metro can assess some of the near-term outcomes in this theory of change using administrative data, but some of the most important outcomes and links in the theory of change are only available through State data and participant surveys, which is the focus of the Robert Wood Johnson Foundation grant. The research team will implement a series of surveys among people to collect data on each step in the causal chain: transit use, overall mobility, trip purposes, intermediate access to the determinants of equity (healthcare use, employment, income, benefits use, etc.), and, finally, health and well-being outcomes. The study will consist of three groups. The treatment group will consist of individuals who are eligible and enrolled in the subsidized annual pass. The other two groups are individuals whose incomes are like those who are eligible for the subsidized annual pass but who are not enrolled in one of the six cash benefit programs. Of those, half will be randomly assigned to receive the subsidized annual pass, and the other half will serve as the control group. See Appendix B for a visual of the study design. 
In 2021, Metro focused on building infrastructure for the study, which included developing the study plan, applying for the Robert Wood Johnson Foundation grant, negotiating and finalizing sub-agreements with the research team’s institutions, procuring a consultant to lead the survey work, negotiating and executing an agreement with PRR, seeking Institutional Review Boards approvals at the University of Notre Dame and Washington State, and developing various study protocols and processes. Metro also conducted focus groups and interviews with staff to learn more about the program’s impacts on staff and customers. 
In developing the impact evaluation study plan, Metro formalized significant partnerships with research institutions, as featured in a national case study in 2021. Metro and research partners are committed to using this evaluation to not only extend the rigor of methods and learning, but also to do so in a way that demonstrates a commitment to advancing racial equity through both process and impact. The field of evaluation science is only beginning to grapple with how evidence-informed practice can be reimagined from a racial justice perspective.[footnoteRef:53] Metro is participating in a cohort led by the Equitable Evaluation Initiative (EEI) and is committed to using the impact evaluation as an opportunity to shift the approach of evaluative practice to one that is grounded in equity, through commitment to the Equitable Evaluation Initiative’s principles. [53:  No Small Matters: Reimaging the Use of Research Evidence from A Racial Justice Perspective http://wtgrantfoundation.org/library/uploads/2019/12/David-E.-Kirkland-2019-WTG-Digest.pdf] 

The design of the impact evaluation builds upon a pilot study conducted in 2019 and early 2020 with research partners and Washington State DSHS. In that study, Metro found that people randomly allocated to receive a four-month transit pass allowing them to ride without paying a fare used transit twice as often as those receiving the ORCA LIFT discounted fare card, with this effect disappearing after the four-month pass reverted to an ORCA LIFT card. The dramatic increases in transit use in this study suggest that the subsidized annual pass may connect people with low incomes to programs and services they otherwise wouldn’t have sought or had the capacity to seek, even with access to the discounted ORCA LIFT fare. This pilot study, however, had different criteria for participation that the subsidized annual pass eligibility criteria and was conducted prior to the pandemic. The current impact evaluation will continue to build on the pilot study findings with different populations, in the current environment, and will study a broader range of impacts such as on social connection, self-reported health, and psychological well-being. 
Preliminary evidence from qualitative assessments suggests that the subsidized annual pass has a positive impact on customers’ access to healthcare, recreation, and services. [footnoteRef:54] One staff member described speaking with several customers who are “trying to get to medical appointments that they have often, they're trying to get to work, they're trying to get to job interviews, they're trying to get to places for resources” and that for so many of these customers, public transportation is their only option. Another said that customers report difficulty finding medical providers who can serve them due to cost or location, and that the pass makes it possible to travel to specific and oftentimes inconvenient locations. This is even more essential for customers who use their pass to travel for frequent healthcare appointments such as dialysis or drug rehabilitation. The program “allows people to have one less thing to have to worry about in terms of their budget.” The peace of mind that having consistent and stable transportation without having to worry about finding the money for it was a common theme reiterated by both Metro Customer Service Specialists and staff at partner agencies. [54:  Based on focus groups with Metro’s Customer Service Specialist team and interviews with staff at DSHS, Public Health, and Catholic Community Services, conducted by Metro staff. ] 

“There’s not a day that goes by without at least one person telling me how thankful they are for the use of this pass.”
A staff member who conducted outreach at various women’s and family shelters described that families enrolled in the subsidized annual pass were immensely grateful to be able to get around with their children. One customer reported using their family’s passes on the King County Water Taxi as a fun outing for their children; this trip was previously out of reach financially. 
Another important benefit of the program is the ability to get a replacement card at no cost. Staff described that some customers tend to misplace their card very often or have their card stolen due to unstable or transient housing situations, and the ability to be able to call customer service to receive a replacement card is immensely beneficial.
In 2022, Metro and its research partners will conduct core components of the impact evaluation and enhance the qualitative inquiry. Findings will be detailed in forthcoming reports to Council and will inform recommendations for program adjustments and changes.
[bookmark: _Toc70515140][bookmark: _Toc70515272][bookmark: _Toc106717205]Partner experiences 
[bookmark: _Toc70515141][bookmark: _Toc70515273]Human service agencies
As explained earlier, currently three human service agencies (DSHS, Public Health, and Catholic Community Services) lead outreach and customer enrollment. These agencies are invaluable partners in the implementation of the subsidized annual pass. 
Their main role is to enroll new and renewing customers, which requires that they have access to State databases and Metro’s ORCA LIFT Registry, as well as adequate staff capacity to meet customer demand. Staff at each of these agencies also participate with Metro on three teams: implementation, communications, and evaluation. Their deep engagement ensures that communications, outreach strategies, and impact evaluation plans are implementable and meet customer and agency needs. Staff provide necessary real-world context for Metro to mitigate technological challenges; streamline procedures, processes, and systems; and plan process enhancements. 
Enrollment tasks include verifying customer identity and eligibility (generally using state databases); entering customer information into the ORCA LIFT Registry; providing customers with ORCA LIFT cards, lanyards, and how-to guides; and explaining how to use the ORCA LIFT card and annual pass. 
In 2021, DSHS enrolled customers solely through its statewide call center and relied on Metro to send ORCA LIFT cards, lanyards, and how-to guides to customers through the mail; mail to local DSHS offices for client pick up; or hold them for pickup at Metro’s Pass Sales Office. Metro provided ORCA LIFT cards associated with the subsidized annual pass to Public Health and Catholic Community Services, who provided them directly to enrolled customers. These agencies enrolled people in person at their offices and at outreach events; additionally, Public Health processed all web applications that came in through Metro’s Reduced Fare Portal and enrolled people by phone through their CHAP line. 
Interviews conducted with staff from each of the three partner agencies revealed several benefits and challenges.[footnoteRef:55] As noted earlier, access to the pass provides a major benefit to people who are eligible and helps them to get to work, school, medical appointments, and other locations. However, staff report challenging situations and difficult conversations with ineligible people. They are often successful in enrolling people who aren’t eligible for the subsidized annual pass in ORCA LIFT, but report that some people choose not to enroll since they do not have funds to put on their ORCA LIFT cards. As well, situations have occurred where these partners’ offices are overwhelmed with demand from people who are not eligible for the pass, because of miscommunication or misunderstandings about program eligibility. As a result, these agencies advise Metro to be as careful as possible to only promote the program with likely eligible people. The other challenge related to customer enrollment is explaining that the pass is only usable on certain ORCA agencies.  [55:  Interviews were conducted by Metro staff.] 

Staff at the enrollment agencies and Metro must interact often to confirm issues related to eligibility, enrollment, and renewals. Staff at the partner agencies report positive experiences interacting with Metro’s Customer Service Specialists but note that any expansion to eligibility or enrollment locations would be difficult without a commensurate expansion of this staff team and development of new systems that have wider permissions and fewer manual transactions. 
Operating cost impacts among partner agencies were minimal in 2021 and included: 
· A short-term operating cost increase for Public Health, particularly for in-person interpretation services required to meet the demand in the fall from the Chinese-speaking community. 
· Ongoing cost savings for Catholic Community Services. As noted earlier, prior to the launch of the subsidized annual pass, Catholic Community Services purchased regional monthly passes for their Housing & Essential Needs clients. Transitioning these clients to the subsidized annual pass saved Catholic Community Services $655,000 and allowed them to streamline services and reallocate staff capacity to other vital client services. 
[bookmark: _Toc70515142][bookmark: _Toc70515274][bookmark: _Toc106717206]Regional transit agencies 
Currently, three transit partners participate in Metro’s program on a pilot basis: Sound Transit, Seattle Department of Transportation, and Seattle Center Monorail. As part of their participation, these agencies have waived their fare revenue, so Metro is not required to reimburse them for trips taken with subsidized annual passes. Since expanding participation could impact fare revenues, policy adjustments (like expanding program eligibility) must be agreed to by each entity.
· Sound Transit provides access to its buses Link light rail, and Sounder commuter rail. This positively impacts customer mobility, access, and reach, especially since new Link light rail stations across the region increasingly integrate Metro and Sound Transit systems. Sound Transit provides financial reimbursement to Metro to manage the program and to support enrollments in Pierce and Snohomish Counties. Sound Transit’s pilot is set to end in September 2022.[footnoteRef:56] [56:  Sound Transit Board Motion M2020-22.] 

· Seattle Department of Transportation provides access to the Seattle Streetcar, and Seattle Center Monorail provides access to the Seattle Monorail. In the current ORCA system, these services are defined as “Metro routes,” which means that customers holding a subsidized annual pass would have access to these services regardless of these agencies’ agreement to participate. However, by agreeing to join Metro in the program, these entities waive fare revenue they would have otherwise received for trips with the pass, which negates any additional financial impact for Metro. These agencies do not contribute funds to support operating costs. The current pilots are set to end in December 2022.[footnoteRef:57] [57:  Via letter agreements executed on October 26, 2020 (Seattle Department of Transportation) and December 10, 2020 (Seattle Center Monorail).] 

These agencies experienced minimal impacts to boardings because of the program. As detailed in Section A, 4,177 customers took a total of 148,092 trips on Sound Transit (81,043 on bus, 64,582 on Link light rail, and 2,467 on Sounder commuter rail). A total of 1,350 customers took 21,902 trips on the Seattle Streetcar and 154 customers took 516 trips on the Seattle Center Monorail. Subsidized annual pass trips made up less than 1 percent of all of Sound Transit Boardings, 3 percent of Seattle Department of Transportation’s Seattle Streetcar boardings, and less than one percent of Seattle Center Monorail ORCA boardings.[footnoteRef:58] For customers who rely on these services to get to where they need to go, access to an integrated and extensive transit network is valuable. [58:  In 2021, Sound Transit had a total of 17,396,972 boardings, Seattle Department of Transportation’s Seattle Streetcar had a total of 806,120 boardings, and the Seattle Center Monorail had a total of 101,061 ORCA boardings. ] 

When new technology is available in the new ORCA system, other regional transit agencies will be able to join the program. Until then, customers must pay to ride on these systems via E-purse or passes. In 2021, 278 (4 percent) customers took 7,891 boardings on transit agencies not covered by the subsidized annual pass. 
[bookmark: _Toc70515143][bookmark: _Toc70515275][bookmark: _Toc106717207]Proposed program improvements or changes 
A major constraint in expanding eligibility is the process for enrolling people and managing passes on their cards. As explained earlier, a pass program will always require significant management of individual cards. But by including ORCA LIFT enrollments to meet customer needs and evaluation requirements, this program requires even more manual effort. Developed by King County Information Technology in 2015, the ORCA LIFT Registry supports the ORCA LIFT fare category and was modified in 2020 and 2021 to support the launch of subsidized annual pass. Since it operates outside of the larger ORCA system, each enrollment requires multiple manual transactions between various systems (ORCA LIFT Registry, ORCA system, ORCA business accounts, and state benefit databases), and requires Metro and enrollment agency staff to spend time troubleshooting technical issues. 
In 2022, Metro and the enrollment partners will map out a plan for near-term adjustments and longer-term changes that increase efficiency, leverage new ORCA technology, and reduce reliance on manual processes. The Executive is not proposing program adjustments. The next report, due to be transmitted in June 2023, will include additional learnings and findings, which will guide proposals for major program changes. 
[bookmark: _Toc70515145][bookmark: _Toc70515277][bookmark: _Toc106717208]Next Actions
Transmittal of this report coincides with the launch of the region’s new ORCA system, which will provide new opportunities and a better customer experience. Improving the equity, affordability, and accessibility of fares is a part of ongoing regional discussions about rebuilding ridership, investing where needs are greatest, and prioritizing a seamless regional fare payment system for all riders. As the transit systems in the region increasingly integrate, it is vitally important that fares strategies and programs align. 
The subsidized annual pass is an important element of Metro’s commitment to mobility as a human right but cannot be the only solution. At the root of the issue is income inequality and regional poverty – issues that King County and Metro cannot solve alone. Nevertheless, mobility is essential to move people out of poverty and change economic and health outcomes. To that end, Metro is committed to prioritizing investments that connect those who need it most to jobs, school, housing, healthcare, and recreation. Income-based, subsidized fares are a component of the solution, but a regional and reliable network that connects communities to opportunities is also necessary. 
Metro is committed to continuous learning and improvement to ensure that its fares and fare programs have maximum value for the County, partners, and customers. Metro will utilize results from the subsidized annual pass program evaluation to improve program implementation, reach, and equity and to inform recommendations for program improvements or changes. 
Metro’s major work items in 2022 include: 
· Continue enrollment of eligible customers and re-enrollment of customers who still qualify after their annual transit pass has expired. 
· Increase communication with eligible people and human service agencies to focus outreach efforts on customers who are likely to qualify. 
· Conduct the impact evaluation to study participant outcomes and impact. 
· Ensure compatibility with the new ORCA system to ensure seamless transition for current customers. 
· Once the new ORCA system is established, engage in continuous process improvement to increase efficiency and lessen the administrative burden as much as possible under this program design. At the same time, investigate alternative pathways that could be adopted regionally and allow for greater program reach.   
· Negotiate with Sound Transit, Seattle Department of Transportation, and Seattle Center Monorail about participation after pilot periods end in 2022. Invite the other ORCA agencies to join the program when new ORCA technology is available that enables their involvement.
· Coordinate with other fare programs, including the upcoming effort to adopt zero youth fares in 2022, to ensure a seamless customer experience. 
The Executive will transmit the next program evaluation report in June 2023 and will include additional data, results, and recommendations. 


[bookmark: _Toc106717209]Appendices
[bookmark: _Toc46738621][bookmark: _Toc106717210]Appendix A: Motion 15600 excerpt
B1. [bookmark: _Hlk74042952]In recognition of the importance of the income-based fare program to the people it serves and to reflect the council's commitment to service excellence in Metro transit department operations, the executive should transmit an income-based fare program evaluation plan by June 30, 2020. Beginning June 30, 2021, through June 30, 2024, the executive should annually transmit an income-based fare program evaluation report. The income-based fare program evaluation plan should include the program goals, program areas to be evaluated including, but not limited to, the criteria listed in section B.1.a. through g. of this motion and methods for benchmarking and measure program performance. Each income-based fare program evaluation report should include, but not be limited to:

a. the number of people served and number of trips taken using the income-based fare program during the previous calendar year and an analysis of trends in usage over time, as appropriate;

b. the level of participation among eligible people during the previous calendar year, and an analysis of participation over time, as appropriate, including an analysis of participation by demographic categories such as income level, age, race, ethnicity, gender, geography and employment status, and a discussion of measures that could be taken to increase participation among eligible people;

c. the cost of the income-based fare program during the previous calendar year and an analysis of trends in cost over time, as appropriate, including but not limited to the cost related to: 
(1) fare media for the income-based fare program;
(2) support for human services partners, for enrollment and income verification of participants;
(3) lost fare revenue and farebox recovery impacts; and
(4) operations, including the implementation and evaluation of the program, as well as any impacts on transit operations, such as crowding, that can be attributed to the program;

d. mobility outcomes for program participants, including but not limited to improved quality of life and access to health care, social services, education or employment, from both qualitative and quantitative evaluation methods;

e. experiences of partner human service agencies, including impacts to their operating costs and staffing levels, and suggestions for program improvements based on qualitative and quantitative evaluation methods;

f. participation in the program from regional partners, including, but not limited to, Sound Transit; and




g. program improvements or changes proposed in response to the annual evaluation.


Metro’s 2021 evaluation report for income-based fares
Page | 1
[bookmark: _Toc106717211]Appendix B: Study design

         Recruitment		     Screening	                 Study population                  Study sample                Baseline survey    Random assignment      Enrollment       Follow-up survey
Note: Study design as of March 2021
Participant compensation
· Screener survey: Chance of winning one of 10 $100 gift cards
· Baseline survey: $50 gift card
· Interim follow-up survey: $10 gift card
· Interim follow-up survey: $10 gift card
· Main follow-up survey: $50 gift card
Group A: People who
 appear eligible for the 
subsidized annual pass
· ≤80% federal poverty level

· Enrolled in one of six qualifying benefit programs
Excluded from study:
People with incomes ≥ 80% federal poverty level
6,000 people meet the following criteria:
· Income ≤80% federal poverty level
· Enrollment in state benefit programs, including the six programs that qualify people for the subsidized annual pass, as well as other programs
· Consent to participate in research
Baseline survey
Group A
&
Group B
N = 3,225
Follow-up Survey
Group A
Group B1
Group B2
Assumes 30% drop-off from baseline
N = ~2,250
Group B1: Enrolled in subsidized annual pass
N = 1,075
Group B2: Enrolled in ORCA LIFT
N = 1,075
ORCA LIFT Registry
 
· Have enrolled or renewed in ORCA LIFT 
· Have not enrolled in the subsidized annual pass
 

Study 
screening
Group B: People who appear ineligible for the subsidized annual pass
· ≤80% federal poverty level
· Not enrolled in one of the six qualifying benefit programs
Random 
Assignment for Group B

Group A: Enrolled in subsidized annual pass
N = 1,075
Community outreach
· Heard about the study through their community organization, through outreach events, or through paid advertisements
Rider/Non-Rider Survey
 
· ≤200% of federal poverty level
· Have indicated interest in participating in 
research
 

2021 Enrollments	Supplemental Security Income (SSI)	State Family Assistance (SFA)/Temporary Assistance for Needy Families (TANF)	Aged, Blind, or Disabled Cash Assistance (ABD)	Housing 	&	 Essential Needs (HEN)	Pregnant Women Assistance (PWA)	Refugee Cash Assistance (RCA)	51.132740392683296	16.86	13.978855512669911	17.033059238127201	6.7125356603456962E-2	0.88941097499580457	2021 DSHS Clients	Supplemental Security Income (SSI)	State Family Assistance (SFA)/Temporary Assistance for Needy Families (TANF)	Aged, Blind, or Disabled Cash Assistance (ABD)	Housing 	&	 Essential Needs (HEN)	Pregnant Women Assistance (PWA)	Refugee Cash Assistance (RCA)	51.891245097387483	33.252675663099119	13.458751578807417	1.3973276607059761	0	0	2021
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