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EXECUTIVE SUMMARY

OnJanuary 31, 2025, Seattle paratransit rider Kelvin Brooks was dropped off at the wrong
location by a King County Metro Access Transportation Program (“Access”) van driver. Mr.
Brooks’ destination was his workplace in Greenlake, but for unknown reasons, the Access
driver deviated from the regular, scheduled plan and dropped Mr. Brooks off approximately
two blocks down from his designated location. Mr. Brooks is a vulnerable adult with
disabilities who has communication difficulties and is unable to recite his home address or
operate a cell phone. Because of his limitations, Mr. Brooks is a door-to-door rider,
meaning that Access has determined that he must be escorted from the door at his point of
pick up to the van and from the van to the door at his drop-off location. By failing to drop Mr.
Brooks off at the correct location and not providing door-to-door service, the driver
compromised Mr. Brooks’ health and safety.

Mr. Brooks was subsequently missing for 51 hours, presumably outdoors, in freezing winter
temperatures. He was recovered at a bus stop in downtown Seattle by a Metro Transit
Officer. Mr. Brooks’ professional guardians are complainants in this matter and wish to
know how and why the driver dropped him off at the wrong location.

While Mr. Brooks was missing, Access and its contractor MV Transportation (“MV”)
launched a full-scale search effort that included creating flyers, posting on social media,
and canvassing areas around Greenlake and elsewhere in Seattle. In addition, both
agencies conducted after action reviews that revealed the strengths and weaknesses of
their processes during a lost rider incident and opportunities for improvement. In
particular, the after-action reviews demonstrated strengths related to leadership and
coordination, but weaknesses in communication to stakeholders and Mr. Brooks’
emergency contacts during the incident. Outdated and incomplete information delayed
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aspects of the search and recovery for Mr. Brooks and both agencies have strengthened
their policies and processes following this incident.

This report details the incident and makes recommendations for further improvement.

Senior Deputy Ombuds Anna Endter conducted this investigation and produced this report
with the assistance of Principal Deputy Ombuds Janna Lewis.

INVESTIGATIVE AUTHORITY

The Ombuds Office was created by the voters of King County in the County Home Rule
Charter of 1968 and operates as an independent office within the legislative branch of King
County government. The Ombuds Office is authorized by King County Code (KCC) section
2.52 to investigate complaints regarding the administrative conduct of King County
agencies. The purpose of these activities is to promote public confidence in King County
government by responding to complaints in an impartial, efficient, and timely manner, and
to contribute to the improved operation of county government by making
recommendations based upon the results of complaint investigations.

Though not at issue in this matter, the Ombuds Office is further vested with jurisdiction and
authority to investigate alleged violations of the County Whistleblower Protection Code,
KCC Chapter 3.42; Employee Code of Ethics, KCC Chapter 3.04; and Lobbyist Disclosure
Code, KCC Chapter 1.07.

COMPLAINT

On January 31, 2025, Seattle paratransit rider Kelvin Brooks disappeared for 51 hours in
freezing winter temperatures after being dropped off at the wrong location by an Access
paratransit van driver'. The Ombuds Office opened an investigation into Mr. Brooks’
disappearance on February 3, 2025. Complainants are Mr. Brooks’ professional guardians,
Karen Newland and Sherell Lakeshore, who stated to our office that they wanted to
understand what happened and how Mr. Brooks went missing. Complainants shared that
they had also requested a meeting with King County Metro leadership to discuss the
incident but no one from King County has followed up with complainants directly as of the
date of this report.

EVIDENCE

As part of our investigation, we reviewed documents, policies, reports, and videos from
Access, MV Transportation, the Seattle Police Department, the King County Sheriff’s Office,

T For example, on the morning of February 2, 2025, during the time in which Mr. Brooks was missing, the
temperature dropped to 31 degrees. Seattle, WA Weather History | Weather Underground
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https://www.wunderground.com/history/daily/us/wa/seattle/KBFI/date/2025-2-2

and the Washington State Patrol. We also conducted interviews with employees from
Access and MV Transportation, complainants, and other caretakers/guardians for Kelvin
Brooks.

STATEMENT OF FACTS AND ANALYSIS
King County Metro Transportation and Access Paratransit Service Program

King County Metro (“Metro”) provides public transportation services to the entire county,
including “bus, on-demand, paratransit, vanpool and water taxi...the Seattle Streetcar,
Sound Transit Link light rail and Sound Transit Express buses?”. Metro’s Access program
delivers federally mandated paratransit service in King County for people with disabilities
who are unable to ride traditional public transportation such as fixed route buses. Unlike
traditional fixed route public transit, Access functions as a point-to-point program, and
riders are taken directly to their desired destinations, as opposed to a designated bus stop.

Access provides paratransit service in King County via its contractor MV in the form of
accessible vans®. MV is responsible for the scheduling and delivery of the paratransit rides
and Access employees oversee and administer the MV contract®. Though the vans are
branded as Access vehicles, they are provided and operated by MV staff. Specifically, the
paratransit vans are operated by MV drivers “trained to provide more rider assistance” than
operators on Metro’s fixed route services®.

Access Paratransit Certification Process

King County residents who wish to use Access paratransit services must qualify for the
program and be able to demonstrate that their disability “prevent[s] [them] from performing
the tasks needed to ride regular bus service some or all of the time.®" The Access
paratransit application process includes certification by a healthcare professional as to the
applicant’s disability and a free, in-person medical evaluation at Harborview Medical
Center. Access staff review paratransit applications and then approve or deny them. Once
approved for paratransit service, Access riders are assigned one of three designated
service levels, depending on the rider’s needs: curb-to-curb, door-to-door, or hand-to-
hand”’.

2 About Metro - King County, Washington

3 Access paratransit rides are sometimes provided by taxis but this report is concerned only with paratransit
rides provided via shared vans.

4 King County signs five-year Access contract with MV Transportation | MV Transportation

5 Future of Paratransit - King County, Washington

8 Access Transportation - King County, Washington

7 For a description of rider service levels, see the King County Metro Access RideGuide at page 20, available
at: kingcounty.gov/AccessRideGuide



https://kingcounty.gov/en/dept/metro/about
https://mvtransit.com/news/king-county-signs-five-year-access-contract-with-mv-transportation/
https://kingcounty.gov/en/dept/metro/programs-and-projects/future-of-paratransit#toc-what-is-access-transportation
https://kingcounty.gov/en/dept/metro/travel-options/accessible-services/access-transportation

Once arider has been approved to use paratransit service, Access maintains the rider’s
file, which includes the person’s medical certification documentation and emergency
contact information. At the time of the incident and our investigation, Access was
maintaining paratransit rider information in paper files, access to which was restricted
because of privacy rules about disclosing health care information.

Kelvin Brooks, Access Rider

Kelvin Brooks is a long-time Seattle resident and Access paratransit rider whose disabilities
prevent him from safely riding public transportation, such as on fixed route buses and
trains. Mr. Brooks resides in a group home for adults with disabilities. His life is managed by
professional guardians because he is unable to independently care for himself. Mr. Brooks’
guardians manage all aspects of his life including his Access rides and account, performing
tasks like getting him re-certified for paratransit service, paying his fares, and managing his
ride reservations. In addition, Mr. Brooks has documented communication challenges and
cannot recite his home address or operate a cell phone.

According to Access’ records, as of 2023, Mr. Brooks is certified as a hand-to-hand rider,
which means that his disabilities are such that he qualifies for the highest level of service
as a paratransit rider. Per Access policy, hand-to-hand riders are never left alone and are
“handed” off/met by a caregiver at pick up and drop off. However, our review of his Access
certification documentation shows that while approved for hand-to-hand service, Mr.
Brooks was treated as a door-to-door rider per a handwritten note on his 2023 certification
form that indicates approval for door-to-door service by his professional guardian.

Mr. Brooks’ guardian Ms. Lakeshore reported to us that she believed Mr. Brooks was
receiving hand-to-hand service. It is not clear who authored the handwritten note on his
certification form and a review of Access and MV’s rider database shows Mr. Brooks
designated as a door-to-door rider. In any event, the Access driver who picks Mr. Brooks up
and provides door-to-door service is supposed to meet him at his residence door and
escort him to the van, and then again to the door of his workplace when he arrives. The
purpose of this arrangement is to ensure that Mr. Brooks arrives safely at his destination
given his needs.?

8 According to the Access RideGuide, door-to-door service means: “Help past the curb. At pick-up, the driver
meets you outside your main entrance, walks with you to the van and helps you on board. If you live in an
apartment building, the driver will come to the main entrance and announce the van’s arrival. Drivers cannot
go inside the building. At drop-off, your driver will also help you off the van, offer a steadying hand, and walk
with you to the door of your destination. If you need more help after you have entered the building, arrange to
have someone to meet you.”



Like many Access riders, Mr. Brooks has a standing reservation also known as a
“subscription ride” for weekday rides to and from his group home residence in north
Seattle to his workplace in Greenlake. This standing reservation means that Access has
agreed to transport Mr. Brooks to and from his job at the same time and day every week. Mr.
Brooks has maintained this standing reservation for many years.

The Lost Rider Incident

On January 31, 2025, at approximately 12:39 p.m., Mr. Brooks boarded an Access van at his
group home in north Seattle (that s, his regularly scheduled time and place) to travel to his
workplace in Greenlake. Unfortunately, Mr. Brooks never made it to his destination and was
subsequently missing, presumably outdoors, for 51 hours in freezing winter temperatures.

Our review of all available evidence shows that the Access driver dropped Mr. Brooks off
approximately two blocks down the street from his designated drop-off point, and that the
driver did not escort him to his workplace door and/or to his job coach as required by his
service level. While the driver later claimed that Mr. Brooks asked the driver to let him off at
a different spot, our review of the evidence shows this to be untrue, and unpermitted given
Mr. Brooks’ service level. Neither hand-to-hand nor door-to-door service was provided on
January 31st when Mr. Brooks was dropped off at the wrong location. We explain this
deviation from established procedure in more detail below.

Mr. Brooks’ normal routine is to meet his job coach Zach Young at the door of his
workplace. Mr. Young reported to us that he works with Mr. Brooks three days per week and
that Access typically drops Mr. Brooks off in the same spot outside the Hearthstone
building (his workplace) in Greenlake. Mr. Young is usually there waiting for Mr. Brooks by
1:00 p.m. and Mr. Brooks is typically dropped off by 1:05 p.m. On January 315, 2025,
however, when Mr. Brooks hadn't arrived by 1:30 p.m., Mr. Young became concerned and
called MV dispatch at approximately 1:50 p.m. to ask when he would be dropped off.
Dispatch confirmed, per information from the van driver, that Mr. Brooks had been dropped
off at his jobsite at 1:00 p.m.

Because Mr. Brooks had not arrived, Mr. Young started to panic and began to search for him
in the immediate area while Mr. Young’s supervisor called 911 to report that Mr. Brooks
hadn't arrived at work. Because Mr. Brooks is unable to operate a cell phone, he had no way
to communicate to his job coach that there was a problem; MV was responsible for his
safety during transport and ensuring he arrived at his destination given his status as a
vulnerable and disabled adult.

After Mr. Brooks was reported missing, a large-scale search effort commenced by law
enforcement partners from the Seattle Police Department, King County Metro Transit
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police, Access and MV leadership and employees, and Mr. Brooks’ care providers and
associated community partners. These extensive search efforts included creating flyers,
posting on social media, and canvassing areas around Greenlake and elsewhere in Seattle.
The Washington State Patrolissued an Endangered Missing Person Alert and designated Mr.
Brooks an “At-Risk/Missing Person.”®

On February 2, 2025 at approximately 4:00 p.m., Mr. Brooks was located at a bus shelterin
downtown Seattle by a King County Metro Transit officer, miles from both his residence and
his workplace. Bodycam video from the encounter shows Mr. Brooks repeatedly asking the
transit officer for help getting home and asking the officer what time the bus was coming.
Mr. Brooks appeared to have urinated on his clothing though he otherwise seemed to be in
good spirits and good health. Medical aid was provided as a precaution to Mr. Brooks on
the scene and he was subsequently transported to Harborview for further evaluation. Mr.
Brooks was released to his group home caregiver Jen Fano at approximately 10:30 p.m. that
evening.

For a detailed timeline of events, see the MV After Action Review--Lost Rider Kelvin Brooks
(“MV AAR”).

Summary of Complainant and Witness Interviews
Mr. Brooks’ Caregivers

The Ombuds Office conducted interviews with Mr. Brooks’ group home caregiver Jen Fano,
his professional guardians Karen Newland and Sherell Lakeshore, and his job coach Zach
Young. Acommon theme that emerged from Mr. Brooks’ caregivers was a desire to know
what happened, thatis, how and why Mr. Brooks was dropped off at the wrong location,
and where he was during the two plus days that he was missing in freezing temperatures.

Specifically, Mr. Brooks’ professional guardians stated to us that they had requested a
meeting with King County and/or Access leadership to discuss the incident. As of the time
of these interviews in 2025, however, Mr. Brooks’ professional guardians said they had not
been contacted directly by anyone from Access either during or after the incident. While
Mr. Brooks was missing, evidence shows that Access leadership delegated communication
with Mr. Brooks’ guardians to MV staff. Further, at least initially, MV had outdated
emergency contact information for Mr. Brooks even though his professional guardians had
supplied their information to Access most recently in 2023. Unfortunately, MV staff had
attempted to contact Mr. Brooks’ deceased mother before eventually confirming the

9 See Appendix A attached to this report.



correct emergency contact details with Access and alerting his professional guardians that
he was missing.

Ms. Lakeshore stated that she remembered talking to MV employee Lynn Sellers on that
Sunday, February 1st. Ms. Lakeshore recalled trying to help Ms. Sellers and MV understand
that Ms. Lakeshore is Mr. Brooks’ legal guardian and therefore the appropriate emergency
contact (or Karen Newland when Ms. Lakeshore is out of the office). Mr. Brooks’ guardians
repeatedly expressed to us a desire to speak directly with King County Metro and/or Access
leadership about the incident and pointed out that the wrong emergency contacts were
initially used when Mr. Brooks went missing due to outdated MV documentation. Due to his
communication difficulties, Mr. Brooks was only able to provide limited information after
his recovery to his guardians, telling them that while he was missing he was “hungry and
thirsty” and that there were a “lot of homeless people there who didn't want to share their
food." He was unable to provide any other details about where he was or what happened
while he was missing.

After Mr. Brooks was located, his guardians bought Apple air tags to track his location and
together they coordinated their own interventions with Mr. Brooks’ adult family home to
ensure his safety, not with Access. To our knowledge, Access did not offer to provide Mr.
Brooks any additional accommodations or hand-to-hand service going forward though Mr.
Brooks’ guardians always have the option of requesting a service level change.

In addition, Mr. Brooks’ job coach stated that he spoke to the driver Nelvin Jeffries shortly
after Mr. Brooks went missing. Mr. Young stated that he believed that the driver was
“bending the truth” and that the timeline he gave to Mr. Young changed. Mr. Young also said
that he had a brief conversation with Mr. Jeffries who “had nothing to say about being sorry
and took no responsibility.” Mr. Jeffries also reported to Mr. Young that Mr. Brooks said he
was okay to get out at a different spot than his scheduled one. Mr. Jeffries then started
complimenting Mr. Young’s outfit, which Mr. Young felt was inappropriate given the
circumstances. Mr. Young stated he kept the conversation brief because he was upset with
Mr. Jeffries and concerned about Mr. Brooks.

Metro, Access and MV Employees

We used a standard set of questions for each King County and MV employee we
interviewed. Staff members from both agencies were forthcoming about the incident itself
and MV and Access’s respective responses. Staff shared with us that they, too, were out
searching for Mr. Brooks and working around the clock with law enforcement partners to
find him. Every King County and MV employee we spoke with acknowledged that the driver,
Mr. Jeffries, had dropped Mr. Brooks off at the wrong location and failed to provide door-to-



door service. They did not know why he did so. Access and MV employees deployed
resources to locate Mr. Brooks as quickly as possible, and immediately after Mr. Brooks
was recovered began evaluating and strengthening Access and MV policies and
procedures regarding lost rider incidents.

During the interviews, we also asked how many lost rider incidents had occurred from the
beginning of the MV contract to 2025, and we repeatedly heard “less than five.” Separately,
we also followed up with Access and MV before publication of this report to find out how
many other lost rider incidents occurred in 2025 other than Mr. Brooks and learned that
there hadn’t been any. For context, in 2025, Access had over 13,000 paratransit riders and
provided nearly 900,000 boardings.

Access and MV Response to Lost Rider Report

According to MV’s records, Access was not notified of Mr. Brooks’ status as a lost rider (i.e.,
that he was missing) until approximately 3:55 p.m., nearly three hours after the initial report
to MV dispatch that he had not arrived at work. Michael Glauner was the Access employee
on call for emergencies during this time and at 3:58 p.m., he used Metro’s emergency
“Send Word Now” feature to let other Access staff and leadership know that there was a
lost rider situation unfolding.

Indeed, according to the MV AAR, “the period between the rider’s drop-off and initial
notification to senior leadership presents a critical learning opportunity. While the
response time dramatically improved once General Manager Eddie Cranford was informed
[that Mr. Brooks was missing], the delay beforehand needs further analysis to pinpoint
process improvements.” Once MV verified that Mr. Brooks was missing, it began following
the lost rider protocol and checklist.

Approximately 6 hours and 25 minutes after the first notification to MV that Mr. Brooks was
missing, Access and MV leadership held its first “all hands” call and decided to deviate
from the established lost rider protocol by “coordinating search efforts and areas with front
line staff, hourly updates on search efforts, social media outreach, [and] contacting family
members and associates that appeared to have connections with the rider, despite not
being listed in [the] client’s files.” MV AAR.

Simultaneously, Mr. Brooks’ caregivers, community providers, and relatives also began
their own search efforts to locate him. There was urgency from all parties involved given Mr.
Brooks’ status as a vulnerable adult and the freezing temperatures, which further
threatened his health and safety.



After Action Reviews

As soon as Mr. Brooks was located on February 2, 2025, MV immediately began an after-
action process to “extract lessons” from the incident, and “apply the lessons learned.” MV
AAR. At the same time, Access commenced its own After Action Review (“Access AAR”) by
engaging with Metro’s emergency management department for an evaluation of Access’s
response. See March 11, 2025 Memo from Robyn Austin to Chris O’Claire. We summarize
the outcomes of each review below.

MV After Action Review

MV presented a comprehensive AAR to Access about a week after Mr. Brooks was located.
MV’s AAR includes a detailed timeline of “events and actions” during the period in which
Mr. Brooks was missing. The AAR also provides other context and details about MV’s
process for lost riders and response to Mr. Brooks’ disappearance.

In terms of action items/remediation following the incident, the MV AAR identified several
challenges and corrective actions that included:

e Corrective discipline for the driver Mr. Jeffries (he was fired) and retraining for all MV
drivers

e Developing a “lost rider criteria list for dispatch and supervisors”

e Updating rider photos

e Retraining staff on proper procedures regarding automatic vehicle location data in
MV systems

e Determining whether steps could be added to the lost rider protocol that would
speed up the process of recovery

e Developing a uniform questionnaire to ask caregiver/emergency contacts in the
event of a lost rider

In addition, MV identified several strengths during the incident:

“Unparallelled” teamwork and coordination

e Transparent and rapid communication

e Strong leadership and plans to develop a leadership rapid response guide to ensure
key decision-makers can quickly pivot and make informed decisions when a lost
rider escalation occurs

e Community engagement and public awareness, including creating a public

awareness template to "expedite external communications, ensuring a faster and

more structured public response in future incidents”



MV’s AAR also includes a summary of its attorney’s interview of Mr. Jeffries, the driver. This
interview, as well as other evidence reviewed by our office including the MV Supervisors
Report, bodycam video from the Seattle Police Department and dashcam video from the
paratransit van all indicate that Mr. Jeffries lied about (1) where he dropped Mr. Brooks off
and (2) whether Mr. Brooks asked to be dropped off at a different location than scheduled.

Mr. Jeffries told MV’s attorney that he dropped Mr. Brooks off approximately 30 feet north of
the entrance to the Hearthstone, Mr. Brooks’ intended destination and workplace. Mr.
Jeffries said that Mr. Brooks told him “right here” when Mr. Jeffries attempted to confirm
where he wanted to be dropped off'°. Bodycam video from the Seattle Police Department
shows when an officer spoke to Mr. Jeffries, Mr. Jeffries said that as he passed the
Hearthstone, Mr. Brooks said that he could “get out and go from there” and that he was
“okay without being escorted.”'" Mr. Jeffries also said that as he was updating his
manifest/tablet to indicate that the ride was completed, he could see Mr. Brooks walking in
the direction of the door to Hearthstone.

Mr. Jeffries later admitted that that he never saw Mr. Brooks arrive at the front door or enter
the front door of Hearthstone. Mr. Jeffries said that there were no notes on his tablet about
Mr. Brooks’ mental or cognitive disabilities but confirmed that Mr. Brooks was supposed to
be provided door-to-door service. MV determined that Mr. Jeffries was “a trained and
certified operator with nearly four years of experience at MV Transportation...[and] Jeffries
deviated from expected protocols and provided conflicting statements about the drop-off,
delaying response efforts.”

Our review of the evidence shows that Mr. Brooks was dropped off outside the Dockside
Apartments, approximately two blocks away from his scheduled destination at the
Hearthstone. The paratransit van’s dashcam video shows that when Mr. Brooks got off the
van, he began walking in the opposite direction of the Hearthstone and quickly turned a
corner. Video of him ends as Mr. Jeffries pulls away and it is unclear what happened to him
after that point.

In addition to being dropped off at the wrong location, the evidence does not show that Mr.

Brooks asked for or consented to a change in his drop off point. Dashcam video (and audio)
from the van shows that Mr. Jeffries spent most of the drive from Mr. Brooks’ group home to
Greenlake discussing personal matters with the other Access rider in the van. Whenever

®We include these facts to aid in understanding the overall circumstances of what happened to Mr. Brooks,
but we also note that the driver should not have discussed a change in drop off location with Mr. Brooks and
deviated from established protocols by doing so. Further, as a person under a professional guardianship, Mr.
Brooks may have lacked the capacity to consent such a change, though such a determination is beyond the
scope of this report.

1 Seattle Police Department Bodycam video on file with the Ombuds Office.
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Mr. Jeffries asked Mr. Brooks a question, Mr. Brooks responded with “yeah,” and it is unclear
if Mr. Brooks understood the questions asked. As the van approached the area of the
Hearthstone, Mr. Jeffries said “Dockside?” to Mr. Brooks and once again Mr. Brooks
responded “yeah.” Mr. Jeffries then continued his personal conversation with the other rider
while Mr. Brooks got off the van at the wrong location.

We find that is possible that Mr. Brooks did not understand the question that Mr. Jeffries
asked him at drop off. The video does not show Mr. Brooks asking to be dropped off at the
Dockside Apartments or any other location. Mr. Brooks’ communication challenges are
part of his disability. He could not consent to being dropped off at a different location and
the Ombuds Office does not believe that he did. At most, he said “yeah” in response to Mr.
Jeffries saying “Dockside?”

Access AAR

Metro leadership commissioned a “2025 MV Missing Rider Event After Action Review” from
Metro’s Emergency Management Division. That review was completed in March 2025 and
included several key findings, recommendations and action items. These
recommendations and action items included ways to strengthen communication during a
lost rider incident, defining incident roles and responsibilities, and amending the Missing
Rider Intake Form and creating a Missing Person Template. Together with MV’s AAR, both
after action reviews represent a comprehensive effort to address gaps and strengthen the
lost rider process by both agencies.

FINDINGS

e Access’s and MV’s robust response to learning that Mr. Brooks was missing was
appropriate and many resources and staff were deployed to find Mr. Brooks as
quickly as possible.

e Both Access and MV immediately engaged in comprehensive After Action Review
processes that led to several policy changes and strengthened the lost rider
protocol.

RECOMMENDATIONS

1. Emergency Contact Information: Ensure accuracy of emergency contact
information for paratransit riders in Access and MV databases. This is especially
critical given the population of paratransit riders.

2. Consider, in alignment with applicable privacy rules, moving paratransit rider
certification files from paper to an electronic process or otherwise store emergency
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contact information in a location where staff can quickly locate it if needed during
an emergency.

3. Communication: Decide who is going to be the primary point of communication
with the emergency contacts/family during a lost rider incident. We recommend
that Access assume this responsibility rather than delegating it to MV or another
contractor. Access is a King County program and lost rider incidents, while rare, are
serious enough to warrant follow up by the County'2.

4. Follow-up: Mr. Brooks’ professional guardians specifically requested a meeting with
Access/Metro leadership, not with contractor MV. This can still occur.

2 See attached 8/21/26 response letter from Metro; the Ombuds Office agrees with Metro’s proposed
modification of this recommendation.
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Appendix A: Endangered Missing Person Alert

The Washington State Endangered Missing Person Advisory (EMPA) is authorized by RCW
13.60.010 and 13.60.050. The EMPA is a program of voluntary cooperation among
broadcasters; cable systems; local, state, and tribal law enforcement agencies; state
agencies; and other participants to enhance the ability to recovery mission and
endangered person. See WA State EMPA Advisory Plan January 2019, available at:
Washington State Endangered Missing Person Advisory Plan, Revised 1/19.

In this case, the EMPA for Brooks, Kelvin was activated on 1/31/2025 @ 18:21 and canceled
on 2/2/2025 @ 16:18 (3/18/2025 email from MPU, on file with the Ombuds Office).

The EMPA was as follows:

-_—

J11 INED
| |
:I!_i|I|!.‘|i'.

v

AT-RISK/MISSING PER

THIS EMPA HAS BEEN ACTIVATED BY THE WASHMINGTON STATE PATROL O)
BEMALF OF THE SEATTLE POLICE DEPARTMENT i
INCIDENT DETAILS. LAST SEEN JANUARY 31, 2025 ABOUT
5000 BLOCK OF EAST GREEN LAKE WAY N. lﬁ?ﬁtmng\'m
WITHOUT ASSISTANCE. UNKNOWN DIRECTION OF TRAVEL. NO VEMICL

LAST SEEN WEARING: SEAHAWKS
BLACK SHOES

HAT. BLACK JACKET, BLUE JEAN

IF SEEN CALL ¢ ".
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https://wsp.wa.gov/wp-content/uploads/2019/11/220007_Endangered_Missing_Person_Advisory_Plan__1-19_.pdf
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August 21, 2026
Dear Jeremy Bell and Anna Endter,

We are in receipt of your letter dated July 22, 2026, regarding the matter of Access rider
Kelvin Brooks. We appreciate the time and effort you have devoted to engaging with King
County Metro (KCM) and MV Transportation (MV) throughout this review process and for
partnering with us to identify potential improvements.

We agree with and support the four recommendations outlined in your letter, with a
proposal to modify recommendation #3.

Accept the following:

e #1-Emergency Contact Information
o The system has been updated to ensure accuracy.
o This has beenincorporated into the new online platform (Spare).

e #2-Consider, in alignment with applicable privacy rules, moving paratransit rider
certification files from paper to an electronic process or otherwise store emergency
contactinformation in a location where staff can quickly locate it if needed during
an emergency.

o All paper files have been converted to digital files and stored in an electronic
records system.

o Development of this system started in the first quarter of 2025 and went live
online on Feb 23, 2026.

e #4-Follow-up Mr. Brooks’ professional guardians specifically requested a meeting
with Access/Metro leadership, not with contractor MV. This can still occur.
o Metro staff are working to schedule a meeting with Mr. Brooks’ professional
guardians.

Accept with a proposed modification:

e #3-Communication: “Decide who is going to be the primary point of communication
with the emergency contacts/family during a lost rider incident. We recommend
that Access assume this responsibility rather than delegating it to MV or another
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contractor. Access is a King County program and lost rider incidents, while rare, are
serious enough to warrant follow up by the County.”

We agree that lost rider incidents are serious enough to warrant follow up by the County.
To ensure this happens, by the end of August 2026 the Access program will update our
policies to provide that a KCM representative will follow up directly with the listed
emergency contact and will notify MV of this change as soon as possible.

We also agree there should be a primary point of communication with the emergency
contacts / family during lost rider incidents. The contractor, MV in this case, is best
positioned to be that primary point of communication during an active lost rider incident.
This allows for real-time response to lost rider incidents by eliminating potential
communications delays between MV and the KCM Access program during a fast-moving
incident. And the customer’s emergency contacts are now readily available on the Spare
database for MV Staff, eliminating any need to retrieve paper documents. MV is in
agreement with and also supports this proposal.

The County must also be aware of an incident and able to monitor and support lost-rider
recovery efforts, including communicating with the rider’s emergency contacts. KCM has
updated the policy to require MV to confirm the incident and report it to the County within
one hour from the time MV becomes aware a rider is missing.

We also want to provide additional information regarding emergency contact and rider
information. Emergency contact information is initially gathered at the application stage
and then updated at the recertification process for each rider, anytime between 6 months
and 3 years. Either the emergency contact or the guardian can update this information

at any time by contacting the eligibility team or can use the online platform to make
changes.

Paratransit rider certification files are now processed in the new database called Spare.
Spare development started in first quarter of 2025 and went live online on Feb 23, 2026.
Spare houses all customer information, including records formerly kept in paper files, and
allows both MV and KCM staff to readily retrieve emergency information.
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As always, we take the delivery of Access services very seriously and remain committed to
providing safe, reliable, and high-quality transportation for our riders. We continually
evaluate our operations and welcome opportunities to strengthen our service through
collaborative dialogue and thoughtful recommendations.

We appreciate your continued partnership and look forward to your response.
Sincerely,
Brian Mannion

Deputy Division Director
Mobility Division





