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Seventh Follow-Up on Paratransit 

Development of a new payment method for Access paratransit riders is still on hold, reducing 

efficiency, effectiveness, and equity. King County Metro Transit aims to build a system for Access 

riders to make fare payments when they call to schedule their ride. To make this a reality, Metro Transit 

will either need to integrate its systems with the regional ORCA payment system or find a stand-alone 

payment provider. Metro Transit proposed ORCA integration to the Regional ORCA Operations Team 

(ROOT) in 2021 and expects to find out this year if its project will be implemented. If ROOT does not 

select its project this round, Metro Transit plans to move forward with a stand-alone payment option. 

Metro Transit increased engagement with linguistically diverse communities, increasing access to 

underrepresented groups. Metro Transit created an Access-focused team among the department’s 

community engagement staff. This team has supported the Access Paratransit Advisory Committee and 

the Future of Paratransit Mobility Board. Paratransit staff currently track data on language access, 

including the use of interpretation services for applicants and riders. Metro Transit’s Mobility Division 

plans to create a data dashboard to monitor these community impact measures as part of quarterly 

business reviews. 

 

Of the remaining three audit recommendations: 

1 

DONE 

2 

PROGRESS 

0 

OPEN 

FULLY IMPLEMENTED 

Auditor will no longer 

monitor. 

PARTIALLY IMPLEMENTED 

Auditor will continue to 

monitor. 

REMAIN UNRESOLVED 

Auditor will continue to 

monitor. 

See details below for implementation status of each recommendation. 
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Recommendation 1 August 2, 2021 DONE  

 

Recommendation 2 April 1, 2020 CLOSED  

 

Recommendation 3 August 2, 2021 DONE  

 

Recommendation 4 August 2, 2021 DONE  

 

Recommendation 5 August 2, 2021 DONE  

 

Recommendation 6 April 1, 2020 DONE  

 

Recommendation 7  PROGRESS  

 
Transit should provide additional fare payment methods that take into account riders’ 

needs and trip frequency.  

 STATUS UPDATE: Metro Transit aims to build a system for riders to make fare payments when 

they call to schedule their ride. To make this a reality, Metro Transit will either need to integrate 

its systems with the regional ORCA payment system or find a stand-alone payment provider. 

Both paths require development effort. Metro Transit proposed ORCA integration to ROOT in 

2021. ROOT is expected to select a group of projects by the end of 2026 for implementation 

between 2027 and 2030. If ROOT does not select ORCA integration for this round, Metro will 

begin planning for a stand-alone payment option. During our audit we found that new 

payment options could reduce delays at the time of boarding and be simpler and more cost-

effective for riders. 

WHAT REMAINS: To complete this recommendation, Metro Transit needs to release a new 

payment option for paratransit customers that cater to the needs of riders.  

 

Recommendation 8 December 1, 2023 DONE  

 

Recommendation 9 April 1, 2020 DONE  
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Recommendation 10 August 2, 2021 DONE  

 

Recommendation 11  DONE  

 
Transit should use the results of the Equity Impact Review to find and engage with 

historically underserved populations. 

 STATUS UPDATE: Through its Equity Impact Review, Metro Transit found that it needed to 

increase engagement with communities who have preferred languages other than English. To 

increase engagement Metro Transit created an Access-focused team among existing community 

engagement staff. This team has supported the Access Paratransit Advisory Committee (APAC) 

and the Future of Paratransit Mobility Board. King County Council created APAC through 

Ordinance 18838 in 2018 following our paratransit audit. The ordinance requires the committee 

to have at least nine members comprised of Access riders, their family members, and 

organizations that provide services to existing or potential riders, including those with limited 

English proficiency. The Future of Paratransit Mobility Board will operate for a limited time to 

plan improvements to the efficiency, effectiveness, and environmental impacts of Access that 

Metro Transit plans to implement through 2029. Other ongoing community outreach includes 

tabling at requested events. In 2024, Metro Transit piloted a program to work with community-

based organizations, including those serving Somali and Vietnamese communities, to help 

people sign up for Access. It did not renew the pilot following limited interest from community 

organizations. 

IMPACT: Metro Transit has greater awareness of and ability to engage with communities who 

are underserved by Access. 

 

Recommendation 12  PROGRESS  

 
Based on the Equity Impact Review and best practices, Transit should a) develop 

community impact measures for the Access paratransit program, b) include the metrics in 

its Access paratransit performance monitoring plan, and c) annually report on equitable 

access to the program. 

 STATUS UPDATE: Metro Transit identified community impact measures for Access. These 

measures track how often people use language interpretation services, in which languages, and 

how these languages correspond to language preferences indicated in US census and Access 

client data. Metro Transit’s Mobility Division plans to create a data dashboard and monitor these 

measures as part of quarterly business reviews beginning in the first half of 2026. Between 2023 
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and 2024, there was a 10 percent increase in the total number of calls to the Access call center 

along with an increase in interpretation services. These services include adding an interpreter to 

calls between clients and English-speaking call takers and direct interpretation by Spanish-

speaking call takers. 

WHAT REMAINS: To complete this recommendation, Metro Transit needs to publish its data 

dashboard and start using it for regular monitoring. 

 

Recommendation 13 April 1, 2020 DONE  

 

Recommendation 14 August 2, 2021 DONE  

 

Recommendation 15 April 1, 2020 DONE  

 

Recommendation 16 August 2, 2021 DONE  

 

Recommendation 17 August 2, 2021 DONE  

 

Megan Ko conducted this review. If you have any questions or would like more information, please 

contact the King County Auditor’s Office at KCAO@KingCounty.gov or 206-477-1033. 
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