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OVERVIEW 
In response to community concerns, Sound Transit convened an internal 
interdisciplinary workgroup in February 2019 to review and explore opportunities to 
enhance our fare enforcement program and access to transit for the most vulnerable 
people in our region. Leadership charged the workgroup with: 

 Evaluating the agency’s fare enforcement policies, procedures, and protocols; 
 Collecting and analyzing community feedback on fare enforcement practices;  
 Formulating recommendations for building greater equity in fare enforcement.  

To accomplish this goal, the workgroup conducted a rider survey on Link light rail and 
Sounder commuter rail, an online survey distributed region-wide, and community 
listening sessions to obtain information from Sound Transit riders about their fare 
enforcement experiences.  
 
The surveys and listening sessions were intended to determine the primary reasons for 
rider nonpayment, measure customers’ experience with fare enforcement, and identify 
any differences in customer experiences across demographic groups.  
 
The wealth of data gathered from these surveys provides illuminating and useful rider 
insights that will inform the agency’s future customer service continuous improvement 
efforts.  
 
TOP ONBOARD SURVEY FINDINGS 
 
Sound transit received 1,100 completed onboard surveys and achieved a statistically 
significant sample for the findings. Three key findings emerge from data obtained 
through the scientific onboard survey: 
 

 A higher percentage of respondents without proof of payment were African 
American/Black, Hispanic/Latinx, low income or with disability than were 
riders with proof of payment. 
 

 Household income is the primary demographic characteristic that 
differentiates those surveyed who were able to provide proof of payment and 
those unable to do so. Furthermore, it shows that the breakpoint is a 
household income above or below $50,000. 
 

 Top reasons for not showing proof of payment were “I forgot to tap,” “my 
ORCA card didn’t work,” “I thought my transfer was valid” and “I couldn’t find 
where to tap.” 
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 A large majority of riders rate officers positively; they believe that officers are 
professional, treat everyone the same, and approached all riders near them. 
 

TOP ONLINE SURVEY FEEDBACK 
 
Sound Transit received more than 8,000 completed online surveys. While the online 
survey asked the opinions of the respondents to the survey, it is not a statistically valid 
survey. The following feedback for improving fare enforcement was collected from 
respondents completing this nonscientific online survey: 
 
Support for program changes (respondents asked to pick top 3): 

 Reducing fines from $124. (82%) 
 Increasing the number of warnings. (57%) 
 Reduce warning period from 12 to 6 months. (40%)  

Statements respondents most frequently agreed with: 
 ST should help riders who can’t afford to pay. (85%) 
 ST should expand fare enforcement program education outreach to hard-to-

reach communities. (76%) 
 ST should forgive fines if rider enrolls in ORCA LIFT. (72%) 

Question: Should Fare Enforcement Officers 
 Offer on-the-spot information about reduced fare programs: Yes (75%) 
 Wear less intimidating uniforms: Yes (33%) 

Majority support suspending fare enforcement for: 
 Severe weather. (90%) 
 Students on first day of school. (77%) 
 During major construction or service disruptions. (67%) 
 Individuals experiencing homelessness who need to get out of the cold. 

(60%) 

Majority of riders with or without fare support:  
 Forgiving fines after enrolling in ORCA LIFT.  
 Forgiving fines if already enrolled in ORCA LIFT.  
 Paying fines via community service.  
 Crediting fine amount to ORCA cards.  

Agreed or strongly agreed on the following: (with POP / w/o POP) 
 Many people do not know about payment options, subsidies, benefits or 

programs. 
 Sound Transit should help very low/no income riders afford to pay. 
 Sound Transit should expand outreach to hard-to-reach communities. 
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TOP LISTENING SESSIONS FEEDBACK 
 
Residents from underrepresented communities in Pierce, King and Snohomish counties 
shared their fare enforcement experiences in facilitated community conversations 
hosted by the Tacoma Urban League, Casa Latina, The Station Coffee Shop, and 
Phinney Ridge Association.  
 
Feedback from these sessions was collected in five categories: 
 

 Fare Enforcement Officers 
o Security should be present; however, this should not be the role of 

Fare Enforcement Officers. 
o Uniforms feel like policing, they are traumatic and triggering. 
o Should focus on showing compassion for riders. 
o Should focus on how fare enforcement is implemented and not on 

process. 
o Audit of and expand training. 
o Focus on respect and assistance for customers. 
o Rename “enforcement” to “monitoring” or “Customer Service”. 
o Experiences with negative behavior/actions of FEOs. 

 
 Customer Experience 

o Better alignment of transfers from bus to train. 
o Better alignment between transportation agencies. 
o Credit unused monthly ORCA funds. 
o Racial profiling. 

 
 Access 

o Increase access to reloading Orca cards. 
o 24hr wait period for reload cards is a challenge. 
o Bring back Westlake booth. 
o Enable ability to pay on the train. 

 
 Program Changes 

o $124 fine is excessive and does not fit the “crime”. 
o De-criminalize fare enforcement. 
o Over monitoring in the Southend (Southeast Seattle). 
o Unaware of how to file a complaint or report issues. 
o Procedure of requesting IDs. 

 
 Youth  

o $124 fine is excessive and does not fit the “crime”. 
o De-criminalize fare enforcement. 
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o Over monitoring in the Southend (Southeast Seattle). 
o Unaware of how to file a complaint or report issues. 
o Procedure of requesting IDs. 

The information provided in the attachments of this Community Engagement Report 
reviews and analyzes collected data and other feedback in more detail. The Onboard 
and Online survey reports are both preliminary. There is a wealth of data and Sound 
Transit will continue to analyze the data to help understand our program and learn how 
to improve it.  
 
This report includes: 
 

Attachment A:  DRAFT 2019 Fare Enforcement Survey Onboard Survey of 
Riders with and without Proof of Payment Draft report  
Submitted by third-party consultant, ComEngage, US 
 
Attachment B: DRAFT 2019 Online Survey of Fare Payment and Enforcement 
Policies and Practices  
 
Attachment C: The Community Conversation (Listening Sessions) Report Final 

 
The large volume of information received from the onboard and online report will 
continue to inform future program and policy design. 
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 t
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 t
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 p
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 m
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 c
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I c
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I c
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 p
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h
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o
 a

d
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b
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id
er

s 
o

ve
ra

ll 
(6

0
%

) 
ar
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 p
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R
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p
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p
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 c
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ee

 (
7

3
%

) 
th

at
 t

h
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w
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p
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h
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d
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 s
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h
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p
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PURPOSE

The  Office  of  Equal  Employment  Opportunity ,  Equity  & Inclusion  (EEOEI)

hosted  a  series  of  conversations  with  community  members  in  Pierce  County ,

King  County  and  Snohomish  County .  The  purpose  of  these  conversations  was

to  seek  community  input  to  ensure  that  Sound  Transit ’s  decision  making  is

well  informed .  We  placed  specific  emphasis  on  those  who  will  be  most

adversely  impacted  by  changes  in  the  fare  enforcement  program  and  those

who  are  most  often  marginalized  in  these  conversations .

OPPORTUNITY STATEMENT
In  January  of  2019 ,  King  County

Metro  introduced  a  new  Fare

Violation  Program  aimed  to  mitigate

negative ,  inequitable  impacts  of  fare

enforcement  to  King  County ’s  most

vulnerable  people  who  are  using

transit .  Consistent  with  our

continual  process  improvement

culture ,  renewed  focus  on  equity

and  inclusion ,  and  in  response  to

the  interest  of  board  members  and

stakeholders ,  Sound  Transit  decided

to  take  an  objective  look  at  our  fare

enforcement  program .  In  March

2019 ,  Sound  Transit  created  an

interdisciplinary  team  to  review  and

explore  opportunities  for

enhancement  to  our  fare

enforcement  program  and  access  to

transit  for  the  most  vulnerable

people  in  our  region .

 

This work will consider data related to

our fare enforcement program , 

feedback  from  our  customers ,and

the  experiences  of  other  transit

agencies  related  to  fare

enforcement ,  to  assess  how  Sound

Transit ’s  program  can  work  toward

greater  equity .  We  understand

communities  of  color  have  recent

and  long-standing  histories  with

racial ly  biased  policing ,  and  our  fare

enforcement  review  work  is

grounded  in  that  reality .  We  will

work  on  improvements  that  focus  on

public  education ,  customer

interaction ,  and  policy  refinements

as  appropriate .

 

This  ongoing  process  must  be

grounded  in  the  authentic  inclusion

of  all  voices ,  an  unbiased  analysis  of

data ,  a  commitment  to  a  respectful

customer  experience ,  and

demonstrable  efforts  to  provide

greater  fare  education  and  transit

access  to  all .
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WHERE  WE  ARE  NOW

WE 'VE  HIT

OUR  MONTHLY

GOAL  TWICE

According  to  Wikipedia ,  an

annual  report  is  a

comprehensive  report  on  a

company 's  activit ies  throughout

the  preceding  year .  Annual

reports  are  intended  to  give

shareholders  and  other

interested  people  information

about  the  company 's  activit ies

and  f inancial  performance .  They

may  be  considered  as  grey

literature .

OVERVIEW
Recognizing  the  reality  of  systemic  barriers  causing  certain  populations  to

have  less  access  to  traditional  engagement  processes ,  the  EEOEI  off ice

invested  human  and  f inancial  resources  to  equitably  engage  people  who  are

often  underrepresented  in  participation  efforts .  We  partnered  with  the

Tacoma  Urban  League ,  Casa  Latina ,  The  Station  Coffee  Shop ,  and  Phinney

Ridge  Neighborhood  Association  to  reach  communities  of  color  and

individuals  in  proximity  to  poverty .  

 

Equitable  engagement  principles  asks  us  to  lead  with  transparency ,  historical

analysis ,  integrity  and  by  centering  the  human  impact  of  current  or  future

practices .  It  is  imperative  to  view  this  report  through  these  lenses .  

 

As  you  will  notice ,  the  questions  will  have  a  sl ightly  different  framing  as  the

experience  with  the  fare  enforcement  and  access  to  l ight  rai l /sounder  will

vary  in  all  three  counties .  

 

 

 

Community Conversation Structure
 

1 .  Introductions  and  icebreaker

a .  Welcome  and  thank  everyone  for  volunteering  to  participate

b .  Introduce  yourself ,  the  co- faci l itator  and  the  note  taker

c .  Ask  for  name ,  r ider / future  r ider ,  what  is  your  favorite  TV  show?

d .  Hand  out  the  demographic  form

2 .  Community  agreements

3 .  Give  a  very  brief  overview  of  the  project  

4 .  Purpose  of  the  meeting  

5 .  Provide  information  about  the  process ,  t imes ,  breaks ,  bathrooms  and  so

forth
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WHERE  WE  ARE  NOW

WE 'VE  HIT

OUR  MONTHLY

GOAL  TWICE

According  to  Wikipedia ,  an

annual  report  is  a

comprehensive  report  on  a

company 's  activit ies  throughout

the  preceding  year .  Annual

reports  are  intended  to  give

shareholders  and  other

interested  people  information

about  the  company 's  activit ies

and  f inancial  performance .  They

may  be  considered  as  grey

literature .

FOCUS GROUP QUESTIONS

How  often  do  you  use  l ight  rai l  or  Sounder?

How  do  you  usually  pay  for  your  fare? Was  payment  easy  to  navigate?

What  could  improve  your  experience  in  regard  to  fare  payment  on  Link

light  rai l /Sounder  transit  services  (King )  OR  what  could  improve  your

experience  in  regard  to  fare  payment  (Pierce  and  Snohomish )?

Let ’s  talk  about  Sound  Transit ’s  fare  enforcement  program ,  your

perception  or  experience :

What  do  you  know  about  Sound  Transit ’s  fare  enforcement  program?

Which  of  these  areas  do  you  believe  are  part  of  the  fare  enforcement

program? (sticky  notes  exercise )

Customer  Service                          

Investigating  Proof  of  Fare  Payment  

Passenger ’s  Safety  

Facil ity  Safety                

Compassion  or  Care  for  Riders

Professionalism

What  does  customer  service  mean  to  you? 

What  does  passenger  safety  look  l ike?

What  does  faci l ity  safety  look  l ike?

King County, Pierce County & Snohomish County 
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Community  requested  that  our

off ice  emphasize  as  much  as

possible ,  

 

SUMMARY

A  portion  of  the  participants

discussed  their  desire  to  not  have  a

fare  enforcement  program  as  they

believed  i t  went  against  having  a

barrier- free  “trust ”  system .  However ,

when  asked  to  priorit ize  the  three

areas  they  believed  should  be  a

part  of  the  fare  enforcement

program ,  groups  in  Pierce  and  King

counties  chose  Customer

Experience ,  Passenger ’s  Safety  and

Compassion  or  Care  for  Riders .

Snohomish  County  participants

selected  Customer  Experience ,

Compassion  or  Care  for  Riders  and

Professionalism .  

 

The  feedback  we  heard  throughout

the  conversations  can  be

categorized  into  f ive  areas :  Fare

Enforcement  Officers ,  Customer

Experience ,  Access ,  Program

Changes  and  Youth .

as  we  reported  out  the

conversations  and  to  emphasize

the  re-traumatization  that  occurred

as  community  retold  their

experiences .  The  majority  of

community  members  have  not

participated  in  Sound  Transit ’s

outreach  efforts  and  were  not

aware  of  other  fare  enforcement

engagement  efforts ,  e .g .  online

survey .  

 

We  heard  repeatedly  how

important  i t  is  to  have  these

conversations  with  communities  of

color ,  and  how  much  i t  was

appreciated  that  our  off ice  was

hosting  these  conversations .  

 

 

         the  importance

of  centering  humanity  
   



 

FIVE  AREAS

Increase  access  to  reloading

ORCA  cards .

24-hour  wait  period  for  cards  to

reload  is  a  challenge .

Bring  back  Westlake  booth .  

Enable  abil ity  to  pay  on  the

train .

$124  f ine  is  excessive  and  does

not  f it  the  “crime . ”

De-criminalize  fare

enforcement .

Over  monitoring  in  the  south

end .

Unaware  of  how  to  f i le  a

complaint  or  report  issues .

Procedure  of  requesting  IDs .

Separate  program /procedures /

consequences  for  youth .  

South  end  has  a  lot  of  schools .

Parents  should  be  contacted

when  FEOs  interact  with  youth .

Youth  and  women  feel

harassed .

Access

 

 

Program Changes

 

 

Youth  

Security  should  be  present ;

however ,  this  should  not  be  the

role  of  fare  enforcement  off icers

(FEOs ) .  

Uniforms  feel  l ike  policing ,  they

are  traumatic  and  tr iggering .

Should  focus  on  compassion  for

r iders .

Not  about  process ,  but  the  how

of  implementation .

Audit  & expansion  of  training .

Focus  on  respect  and  assistance

for  customers .

Rename  “enforcement ”  to

“monitoring ”  or  “customer

service . ”

Negative  behavior /actions  of

FEOs .

Alignment  of  transfers  from  bus

to  train .

Better  alignment  between

transportation  agencies .

Credit  unused  with  monthly

ORCA  funds .

Racial  profi l ing .

Fare Enforcement Officers

 

 

Customer Experience
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The  majority  of  participants  were  infrequent  r iders  of  l ight  rai l  and

Sounder .  Those  who  had  util ized  the  systems  used  ORCA  cards  or  paid  in

cash  to  buy  t ickets .  There  were  mixed  reviews  on  ease  of  payment ,  with

most  understanding  where  to  purchase  t ickets  or  reload  ORCA  cards  and

a  few  participants  f inding  diff iculty  in  accessing  payment .  Both  groups

spoke  at  length  about  the  challenges  with  “transfers , ”  the  need  for

al ignment  with  other  transportation  agencies ,  and  t ime  cap / l imit  to  use

transfer .  They  made  the  connection  of  how  not  being  able  to  use  the

transfer  leads  to  paying  more  than  once ,  and  i f  a  r ider  is  already  facing

financial  challenges ,  these  issues  lead  to  individuals  not  having  valid  fare .

 

The  majority  had  not  interacted  with  the  fare  enforcement  off icers .

However ,  they  were  very  aware  of  the  fare  enforcement  program .  

Participants  perceived  fare  enforcement  as  being  racial ly  biased  and

targeting  youth .  Part  of  the  discussion  focused  on  the  $124  fare  evasion

fine  and  i ts  impact  on  young  people ,  the  request  for  identif ication ,  parent

involvement  in  the  process  and  options  to  resolve  the  f ine  with  a  potential

community  service  option .   

 

The  group  rated  Customer  Service ,  Passenger ’s  Safety  and  Compassion  or

Care  for  Riders  as  the  top  areas  that  should  be  a  part  of  the  fare

enforcement  program .

 

PIERCE  COUNTY  SUMMARY

Customer Service
When  talking  about  what  customer  experience  meant  to  them ,

participants  talked  about  wanting  to  be  treated  with  respect  and

compassion .  Fare  Enforcement  Officers ’  primary  duty  is  to  check

for  fares  and  secondary  duty  to  ensure  passenger ’s  safety .  

 

Passenger and Facility Safety
While  most  of  the  participants  were  infrequent  l ight  rai l  and  Sounder

riders ,  they  spoke  about  the  importance  of  security  on  buses  and  in

facil it ies .  The  conversation  revolved  around  physical  and  psychological

safety .
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Participants  reported  being  frequent  r iders  (two  to  three  t imes  a  week )  of

l ight  rai l  and  a  couple  had  used  Sounder .  The  majority  of  the  participants

used  ORCA  card ,  which  they  accessed  through  the  ORCA  Lift  Program ,  and

a  few  used  paper  t ickets .  They  reported  diff iculty  when  trying  to  reload

their  ORCA  cards ,  spoke  of  the  convenience  of  going  to  Bartells ,  and  the

majority  agreed  that  when  the  Westlake  booth  was  removed  i t  became

very  diff icult  to  reload  the  cards .  Metro  off ice  hours  are  inconvenient  for

these  groups ,  and  they  recommended  extended  hours  for  those  who  do

not  have  a  9-5  job .  These  groups  also  brought  up  the  issues  with  transfers

and  having  to  pay  twice .  

 

Both  groups  did  not  have  specif ic  information  about  the  fare  enforcement

program ;  however ,  they  had  all  seen  fare  enforcement  off icers  and

interacted  with  them .   

 

The  group  rated  Customer  Service ,  Passenger ’s  Safety  and  Compassion  or

Care  for  Riders  as  the  top  areas  that  should  be  a  part  of  the  fare

enforcement  program .

 

KING  COUNTY  SUMMARY  -  CASA  LATINA

Customer Service
For  these  participants ,  customer  service  was  about  being  respectful ,

helping  customers  and  communicating  with  the  community .

 

Passenger and Facility Safety
Making  sure  everyone  felt  comfortable  boarding  the  trains ,  fare

enforcement  ensures  everyone  is  respecting  the  rules  (payment ) ,

cleanliness  of  stations  and  bus  stops ,  and  making  sure  security  is

present  especially  at  Beacon  Hill  and  Pioneer  Square .  

 

Although  most  participants  are  frequent  r iders ,  they  sti l l  need

information  about  how  to  r ide  the  train .  For  example ,  most  did  not

understand  how  to  tap  off ,  and  how  much  they  were  being  charged  i f

they  didn ’t  tap  off  and  most  did  not  know  they  could  use  their  ORCA

card  on  Sounder .
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All  participants  were  r iders  of  l ight  rai l ,  ranging  from  daily  usage  to  a

couple  t imes  a  month .  About  half  of  the  participants  knew  about  Sounder ,

but  did  not  use  the  system .  The  majority  of  participants  used  the  ORCA

card  with  a  few  using  cash  at  the  t icket  machines .  There  was  mixed

response  on  ease  of  navigating  the  payment  process .  Challenges  included

reloading  cards  at  the  kiosks  and  the  online  system ,  with  the  lag  in  the

time  between  payment  and  cards  reloading .  Both  groups  expressed

confusion  around  the  need  to  tap  off .  They  said  i t  is  easy  to  forget  to  do

so ,  and  didn ’t  realize  the  r ider  pays  more  when  traveling  longer  distances .  

 

Both  groups  have  either  interacted  directly  with  fare  enforcement  off icers

or  supported  youth  who  do  so  on  a  frequent  basis .  They  agreed  Sound

Transit  should  “dismantle ”  fare  enforcement .  Each  group  perceived  fare

enforcement  off icers  to  be  racial ly  profi l ing ,  with  a  specif ic  focus  on  the

south  end ;  over  policing ;  harassing  youth  and  women ,  resulting  in  a

traumatic  experience  or  the  re-traumatization  of  past  law  enforcement

interactions ;  and  showing  more  compassion  and  care  for  white  r iders .  Part

of  the  discussion  focused  on  the  $124  f ine  and  i ts  impact  on  individuals ,

particularly  youth .  A  large  part  of  the  conversation  centered  around  youth

and  the  negative  impact  fare  enforcement  has  on  the  south  end

communities  where  there  are  a  lot  of  schools .   

 

The  group  rated  Customer  Service ,  Passenger ’s  Safety  and  Compassion  or

Care  for  Riders  as  the  top  areas  that  should  be  a  part  of  the  fare

enforcement  program .

 

KING  COUNTY  SUMMARY  -  THE  STATION

Customer Service
For  these  groups ,  customer  service  is  about  compassion  and  respectful

interactions  between  Fare  Enforcement  Officers  and  r iders .  FEOs  should  treat

riders  l ike  customers .

 

Passenger and Facility Safety
All  participants  agreed  that  security  should  be  present  on  the  system  and  at

the  stations  to  ensure  the  safety  and  well-being  of  r iders .  They  should  be  able

to  provide  system  information  and  build  relationships  with  r iders .
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The  majority  of  participants  were  infrequent  r iders  of  l ight  rai l  and  Sounder .

Participants  typically  only  used  l ight  rai l  and /or  Sounder  for  special

occasions  (such  as  games  and  concerts )  or  to  go  to  the  airport .  Those  who

had  util ized  the  systems  used  ORCA  cards  or  paid  in  cash  to  buy  t ickets .

Everyone  thought  that  purchasing  fare  was  easy  to  navigate .

 

The  majority  had  not  interacted  with  the  Fare  Enforcement  Officers ;

however  they  have  observed  their  interactions  with  others .  Participants

perceived  fare  enforcement  as  being  racial ly  biased  and  targeting  areas

where  there  are  more  people  of  color .  A  portion  of  the  discussion  focused

on  the  lack  of  fare  enforcement  presence  in  Snohomish  County ,  which  has  a

different  demographic  than  King  and  Pierce  counties .  Participants  placed

emphasis  on  the  demographic  of  the  majority  of  r iders  in  Snohomish  County

being  white .  Part  of  the  discussion  focused  on  the  fare  evasion  f ine  and  i ts

effect  on  young  people ,  the  request  for  identif ication ,  parent  involvement  in

the  process  and  the  question  of  why  youth  were  being  given  a  hefty  f ine

when  most  of  them  aren ’t  employed .  

 

The  group  rated  Customer  Service ,  Compassion  or  Care  for  Riders ,  and

Professionalism  as  the  top  areas  that  should  be  a  part  of  the  fare

enforcement  program .

 

SNOHOMISH  COUNTY

Customer Service
Most  of  the  participants  agreed  customer  service  looks  l ike  Fare  Enforcement

Officers  being  fr iendly  and  helpful .  It  is  understood  that  their  primary

responsibil ity  is  to  check  fares ,  however  off icers  should  be  able  to  respond

politely  to  basic  questions .

 

Passenger and Facility Safety
Participants  expressed  concern  about  the  way  Fare  Enforcement  Officers  wake

up  sleeping  passengers  on  the  l ight  rai l .  It  is  understood  that  passengers  are

not  allowed  to  sleep  because  of  safety  concerns ;  however  Fare  Enforcement

Officers  could  show  a  l i tt le  more  compassion  in  their  approach .  What  i f

someone  was  sick?

 

Professionalism
Participants  expressed  Fare  Enforcement  Officers  could  show  more

professionalism  by  not  showing  up  looking  l ike  the  police .  The  interactions  are

usually  negative ,  because  the  off icers  approach  r iders  in  an  accusatory

manner .
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What  is  your  age?

THE  NUMBERS

DEMOGRAPHICS
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20% of participants ages 24 and younger

36% male, 58% female and 6% non-binary  

25% identified as Hispanic or Latinx    

53% identified as Black or African American

26% Spanish speakers       

28% spoke English less than well or not at all

22% have a disability 

63% with a household of 3 or more  

76% have an annual income of $50,000 or lower.

Key demographic indicators: 

   



What  is  your  gender  identity?
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Do  you  identify  as  Hispanic  or  Latinx?



Do  you  identify  yourself  as  (please  check  all  that  apply)
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What  languages  are  regularly  spoken  in  your  home?



If  you  speak  a  language  other  than  English ,  how  well  do  you

speak  English? 
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Do  you  consider  yourself  to  have  a  disability?



How  many  peole  are  in  your  household  ( including  yourself)?
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What  is  your  household 's  total  annual  earnings?



THE  DATA

DIRECT  RESPONSES
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QUESTION

How  often  do  you  use

light  rai l  or  Sounder?

GROUP 1

Majority  of  the  group

use  infrequently  or

when  they  receive

free  t icket .

GROUP 2

Not  a  r ider .

Used  to  r ide .

Infrequent  r ider .

Ride  occasionally .

Ride  every  day .

Event  r ider .

How  do  you  usually

pay  for  your  fare?

ORCA  card .

Buy  a  t icket .

Payment  by  cash .

ORCA  card .

Apps  not  an  issue .

Was  payment  easy  to

navigate?

Not  bad  to  use ;  long

line  on  "games  days , "

but  i t  moved  fast .

 Hard  t ime  knowing

/understanding  where

to  get  ORCA  cards .

Can  buy  and  load

ORCA  cards  at  some

local  stores ,  i .e .

Market  Place .

Used  to  be  able  to

buy  a  pass  anywhere .

Locations  to  buy  a

card  should  be  l isted

in  the  “Ride  Guide . ”

Should  be  able  to  use

debit  card  or  cash

directly  on  the  train .

Transfers  not  usable

across  counties .

Purchasing  t icket  is

easy :  t icket  booth  at

Tacoma  Dome  and

Safeway ,  t icket

machine ,  i f  available .

Diff icult  to  purchase

ticket  when

customers  ahead  are

from  out  of  state  or

using  the  system  for

the  f irst  t ime .

PIERCE COUNTY - URBAN LEAGUE OF TACOMA
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QUESTION

What  could  improve

your  experience  in

regard  to  fare

payment  on  Link

light  rai l /sounder

transit  services?

GROUP 1

Take  a  picture  of  the

ID ,  and  i f  nothing  else

happens  in  a  year ,

dismiss  i t .

A  child  getting  a  $124

ticket  is  r idiculous .

Child /student  f ine

should  not  be  the

same  as  an  adult .

Infractions  negatively

impact  a  child ’s  l i fe

before  they  even

reach  adulthood .

Suspend  the  abil ity  to

ride  for  a  period  of

time ,  and  i f  a  repeat

offender ,  extend  i t .

Have  people  do

community  service  in

l ieu  of  a  f ine .

In  the  past ,  i f  a

student  acted  up  on

the  bus ,  the  school

would  be  notif ied  and

they  would  contact

the  parent (s ) .

Need  a  system  for  the

parent (s )  of  students

to  be  notif ied  i f  the

student  lacks  respect

and  puts  the  driver  or

others  in  danger .

I f  a  f ine  don ’t  shock

the  student ,  nothing

wil l .

By  f ining  the  student ,

the  parent  has  to  deal

with  the

consequences  of  the

child ’s  behavior .

 

GROUP 2

What  happens  with

monthly  e-purchase

fare  on  ORCA  card

not  used? Can  we  get

the  credit  back?

Extend  transfer  t icket

time  during  peak /non

peak  hours ,  why

should  customer  pay

for  late  bus

connection  due  to

traff ic ,  t icketing

people  for  six

minutes  over  the

transfer  t ime  affects

their  budget ,

l ivel ihood .

Time  cap ,  refers  to

tap  after  the  t ime

limit ,  bus  schedule  on

and  off  board ,

schedule  Link  issue

Fare  Enforcement

needs  ground  rules

for  Fare  Enforcement .   

People  have  jobs  and

family ,  community

service  (options ) ,  and

threatening  to  send  a

customer  to  jai l  is  not   

going  to  work .  

Stop  for  passengers ,

bus  passing  people .

PIERCE COUNTY - URBAN LEAGUE OF TACOMA



FARE  ENFORCEMENT

COMMUNITY

CONVERSATIONS

REPORT

PAGE  19

 

 

QUESTION

 

GROUP 1

I f  a  child  gets  a  f ine ,

are  the  parents

notif ied? (Answer :  It

goes  to  the  address

on  the  ID  or  the

address  given ) .

Kids  l ie  and  will  give

a  fake  address ,  FEOs

should  check  school

ID  and  have  the

school  notify  the

parent (s ) .

GROUP 2

PIERCE COUNTY - URBAN LEAGUE OF TACOMA

QUESTION

What  do  you  know

about  Sound  Transit ’s

fare  enforcement

program?

GROUP 1

Bad  for  brown-

skinned  people .

Heard  and  read  that

brown-skinned

children  are  getting

warnings  on  the  way

to  school .

Told  they  were  not

getting  warnings ,  but

taking  a  photo  of

their  ID  is  a  form  of

warning .

Fare  Enforcement

off icers  target  brown

people .

High  school  students

may  panic  i f  a  bunch

of  them  are  getting

on  at  the  same  t ime

and  they  think  they

are  going  to  miss  the

train .  Because  of  that ,

one  kid  can  get  the

whole  group  targeted .

GROUP 2
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QUESTION

 

GROUP 1

FEOs  automatically

target  large  or  rowdy

groups  of  students .    

FEOs  perception  of

brown-skinned

students  puts  them

on  immediate  notice .

GROUP 2

PIERCE COUNTY - URBAN LEAGUE OF TACOMA

QUESTION

What  does  customer

service  mean  to  you?

GROUP 1

Giving  a  bad  attitude

wil l  get  a  bad

attitude .

 

GROUP 2

Treat  people  how  you

want  to  be  treated .

I f  not  for  the

customer  you  won ’t

have  a  job .

Add  l ights  to  bus

stops .

I  travel  with  a

weapon ;  I  don ’t  feel

safe .

Strange  folks  on  bus .

Security  can  call  911 .

Fare  enforcement  role

is  not  policing .

First  priority  of  fare

enforcement  role  is  to

enforce  fare  and  to

interfere  i f  they  see  a

passenger  is  not

feeling  safe .

Know  how  to  talk  to

people  with

compassion .  Effortless

welcome  and  mutual

respect  for  each

other .

Say  good  morning  &

respect  for  your  r ider .

Security  being

present .
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GROUP 1

Safety  is  important

because  i f  the

driver /FEO  has  a  bad

attitude  and  the

passenger  does  too ,  i t

could  escalate  a

situation  when  there ’s

one  driver  and  a

group  of  passengers .

Drivers  and  FEOs

could  give  good

energy  by  being  kind

and  greeting  people ;

i t  would  change  the

whole  experience .

A  negative  process

has  a  domino  effect

on  everyone  involved

or  witnessing  i t .

PIERCE COUNTY - URBAN LEAGUE OF TACOMA

QUESTION

What  does  faci l ity

safety  look  l ike?

GROUP 1

Downtown  is  really

clean .  The  buses  are

surprisingly  clean

with  a  few

exceptions .

Scary  at  night  and  ST

should  have  security

present  on  and  off

the  train .

Tukwila  is  clean  and

safe .

I f  i t  looks  dirty ,  no

one  is  going  to  use  i t .

Security  needs  to  be

present  on  and  off

the  bus /train  because

young  girls  are

 

 

GROUP 2

Better  l ighting .  

Public  bathrooms  -

feel  unsafe .  

Dependent  on

location  of  faci l it ies .  

Security  staff  need  to

make  their  rounds

often  and  in

particular  check  for

well-being  of  young

people  -  concern  for

young  teens /women .

QUESTION

What  does  passenger

safety  look  l ike?

GROUP 1

Should  that  be  a  role

of  fare  enforcement?

Yes .  

Some  people  on  the

bus  make  you  feel

uncomfortable .
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GROUP 1

being  watched ,  and  i f

they  get  off  at  a  stop

alone ,  they  can  be

followed  and

attacked ,  especially

at  night .

PIERCE COUNTY - URBAN LEAGUE OF TACOMA

QUESTION

Additional  Comments

GROUP 1

Payments .

Transfer  t ickets .

Time  cap  on  traff ic .

Monthly  fare .

 

GROUP 2

Infrequent  user  –

machine  use  was

easy ,  options  to  pay

when  get  on .  

ORCA  card  purchase  –

onsite  machine ,

market  place  loaded

( include  in  Ride  the

Wave  guide ) .

Transfer  not  available .

RTA  tax .  

Unawareness  of

who /what  Sound

Transit  is .

Many  f irst  t ime

hearing  of  ST 's  fare

enforcement

program .  

Concern  for  car

tabs /tax .

QUESTION

 

GROUP 1
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QUESTION

How  often  do  you  use

light  rai l  or  Sounder?

GROUP 1

Light  rai l .

GROUP 2

Light  rai l  -  all  .

Sounder  -  not  a  lot  of

people  are  aware .

How  do  you  usually

pay  for  your  fare?

ORCA  cards .

All  pay  individually  -

some .

Easy  to  navigate

process .

ORCA  card .

Mixture  of  card  and

cash  at  machine .

Some  days  don 't  pay  -

don 't  have  the  $ ,  hop

on  and  off .

Abil ity  vs .  inabil ity  to

pay .   

Don 't  see  same  level

of  harassment  of

those  who  doesn 't

pay  on  metro  buses .

Was  payment  easy  to

navigate?

Easy  to  navigate

process .

Reloading  cards  

When  f irst  learning

about  payment

process  

Did  not  know  that

pay  more  the  longer

distance  you  travel .  

Confusion  of

difference  with  buses

and  l ight  rai l .  

Day  pass  (unlimited

rides )  vs .  distance

traveled .

-  kiosks  (mixed  ease

of  use )

-  Online  (Waiting  t ime

for  card  to  recognize

reloaded  payment ) .    

-  Pretty  easy  to

navigate  

-  Don 't  understand

the  requirement  to

tap  off ,  easy  to  forget  

KING COUNTY - THE STATION
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QUESTION

What  could  improve

your  experience  in

regard  to  fare

payment  on  Link

light  rai l /Sounder

transit  services?

GROUP 1

Don 't  agree  with

system ,  but  i f  keeping

as  is  and  checking

fare ,  check  fare  the

same  way  for  all  -

white  woman

sleeping  (skipped

her ) ,  black  kid

sleeping  (woke  up ) .

People  don 't  always

have  access  to  an  ID

(undocumented ,  kids ,

etc . )  -  heard  off icers

ask  i f  you  have  mail

on  you .  Can  be

traumatic .  Question

of  where  data  is

being  stored  -

potential  of  being

released .  

Decriminalize  fare

enforcement .  

The  interaction  alone

is  enough ,  anything

more  is  unnecessary .  

Request  for  white

board  members  and

decision  makers  to

l isten  to  black /brown

Make  sure  that

advocacy  and  allyship

is  them  putting  in  the

time  and  POC  not

having  to  use  more

time .  

What  happens  with

customer  complaints?  

Have  been  sharing

this  info  for  a  long

time .

communities .  

 

GROUP 2

Compassion  for

r iders .

Consider  the

situations .

Not  criminalizing .

I f  someone  says  they

forgot  to  pay  or  can 't

pay ,  believe  them  and

help  them  identify

solutions .

It ’s  a  service  and

they 're  a  customer ,  so

why  are  they  treated

this  way .  

Experience  is

tr iggering .  

Young  people  -  i f

fees /t ickets ,  last

group  said  should  be

structured  differently .

Should  not  charge  at

all .  

I f  young  person  says

in  high  school ,  should

be  able  to  r ide  for

free  (and  remind  to

bring  ORCA  card ) .

Temporary  day  pass .

Security  off icers  at

platforms  for  safety .

Rename  to  monitors .  

Provide  information ,

help

Build  relationships .

KING COUNTY - THE STATION
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QUESTION

 

GROUP 1

What  is  hiring  process

-  fare  enforcement?

Don 't  lose  sight  of

individual

experiences .  

Just  because  i t  is

Securitas  doesn 't

mean  ST  doesn 't  have

the  responsibil ity .

GROUP 2

 

KING COUNTY - THE STATION

QUESTION

What  do  you  know

about  Sound  Transit ’s

fare  enforcement

program?

GROUP 1

Do  not  appreciate

fare  enforcement

off icers .

Feels  l ike  policing .  

Experience  anxiety  -

veterans .  

Choose  to  use  other

modes  of

transportation  to

avoid  system .  

Witness  others  being

harassed .  

Rude  to  women ,

aggressive  checking

passes .

Uniform  -  dressed  l ike

police .  Why  are

wearing  bulky ,  bullet

proof  type  attire  to

check  fare? Looks  l ike

they  have  guns .  You

don 't  know  what

people 's  mindsets

are .

Feels  l ike  targeting

stations  &

demographics  -  south

end  (more  checks ) ,  

GROUP 2

Feels  l ike  policing ,

l ike  SPD .  Treat  you

like  you 're  being

detained .  Dress  l ike

police .  

Officers  chasing  after

those  who  don 't  pay  -

treating  l ike  criminals .  

Horrible  -  there  is  no

fare  enforcement  from

downtown  to  U-

distr ict ,  but  when  you

go  south  very  present .  

Profi l ing .  

Process  might  be

good ,  but  way  enforce

is  harassment .  

I f  they  can 't  afford  to

pay  fare ,  how  do  you

expect  them  to  be

able  to  pay  f ine? Debt .

Criminal  record .  

Are  off icers  being

trained?   How  they

communicate  is

abrasive ,

argumentative ,  and

insensit ive .  There  is  no
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QUESTION

 

GROUP 1

Penalty ,  ID ,  $124 .

Why  is  this  the  price?

Failure  to  pay  =  theft

charge  on  record  

Three  different  visuals

of  " law  enforcement "

-  sheriff 's ,  fare

enforcement ,  security .

Not  just  visually

connected  to  policy ,

but  procedural

connected  to  police

Youth  -  assuming

youth  are  older .  Did

not  engage  with

parent ,  just  brushed

off .  In  personal /bodily

space ,  did  not  let  her

answer  questions .

Looked  her  body  up

and  down  and  said ,

"She  doesn 't  look

twelve . "  

N  Beacon  Hill  Station

-  those  who  police  are

pull ing  from  the

station  are  always  

UW  (no ) .

- i f  you  get  a  parking

ticket ,  $ is  less  

-All  agree  any  f ine

should  be  abolished .

-How  does  this

impact  kids? 

-Brother  was  denied

job  because  record

from  fai lure  to  pay .  

 - i .e .  when  passenger

did  not  have  ID ,

brought  to  police  to

help  identify .  

GROUP 2

Why  do  you  need

multiple  fare

enforcement  off icers ,

sheriffs ,  etc .  for

someone  who  didn 't

pay  fare  vs .  someone

driving  the  wrong

way .

Why  taking  pictures

of  student  IDs? It 's  a

known  fact  that

students  have  ORCA

cards  so  regardless  i f

they  have  i t  or  not ,

why  is  i t  an  issue? Not

losing  money .  

How  did  ST  not  know

about  f irst  day  of

school? There  should

be  more  f lexibil ity .  

Lack  of  respect .  

Are  off icers  trained  to

engage  with  young

people? 

Harassing  teens .

Difference  of  how

Metro  drivers  would

handle  situation .

Makes  you  don 't  want

to  r ide  -  fear  of  what

might  happen .  

Youth  who  don 't  want

to  r ide  i f  lost  cards .  

Don ’t  need  fare

enforcement  -  can  we   

invest  in  ORCA  for  all? 

conversation

etiquette ,  manners ,

communication  skil ls ,

people  skil ls .  
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KING COUNTY - THE STATION

QUESTION

 

GROUP 1

Over  policing  youth .  

Concern  over  data

being  collected ,  who

has  access  to  the

data .  

Future  plans  to  use

facial  recognition?

Bias  associated .

young  black  men .  

GROUP 2

Being  able  to  afford

the  train  is  possible

for  all .  

Dangerous

environment

especially  for  young

people  who  are

already  encountering

law  enforcement  in

negative  ways  -

physical ,  emotional

safety .  

Systemic  racism  -

prevents  certain

groups  from

accessing  school ,

work ,  etc .  scares

them  from  using

system  and  f inding

other  modes  of

transportation .  

Making  l ight  rai l  only

for  white  people .

Forcing  to  use  other

systems  which  has

other  impacts  ( i .e .

being  late  to  school ) .

Same  principles  of

gentrif ication  -  tool

to  move  folks  out .  

New  wave  of  drivers

who  don 't  have  the

same  skil ls  and

understanding  of

neighborhood

dynamics .  

Low- income  payment

options  not  easy  to

access .  

Train  is  shelter  for  a

lot  of  people .
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KING COUNTY - THE STATION

QUESTION

 

GROUP 1

 

GROUP 2

Information  spreads

through  word  of

mouth  -  needs  to  be

transparent ,  available

and  accessible

(remove  middle

person ) .

Not  revenue

generated  -  taxes  are

already  paying  for

system .  Needs  to  be

free  or  low  cost .  

Is  fare  enforcement

needed? Purpose  is

never  going  to

change  -  they  are  sti l l

there  to  enforce .  

Free  t ickets ;  not

accessible .

Get  very  few

compared  to  Metro .  

How  could  the  system

become  more  about

providing  resources ,

access ,  and

information? 

Light  rai l  or  rapid

transit  -  seems  l ike

built  for  certain  class

of  people  to  get  them

somewhere  quickly .

Design  of  the  system

doesn 't  seem  to

benefit  communities

who  need  i t  the  most .

(Research  of  travel

t ime  for

students /young

people  and

outcomes ) .  The  goal

has  been  to
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KING COUNTY - THE STATION

QUESTION

 

GROUP 1

 

GROUP 2

Different  people

riding  the  buses

(slower  option )  vs .

l ight  rai l  on  similar

routes .  

How  can  ST

reimagine? 

Seems  l ike  a  tourist

attraction .  

Confrontational ,

traumatic .  

Hesitant  to

participate  tonight  -

don ’t  want  to  be  a

checkbox  saying  met

with  community .  Will

concerns  really  be

addressed? Will

changes  actually  be

equitable? 

Intergenerational

communication  gap  -

young  people  and

officers .  

Lack  of  stations  in

black /brown

communities .  

Those  who  depend

most  on

transportation .  

Fixed  income ,  elderly ,

disabled  -  increasing

number  who  use

public  transit  who  do

not  feel  safe .

create  a  "gucci "

experience  for  white

people  to  get  to  their

jobs  and  save  the

environment .  
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KING COUNTY - THE STATION

QUESTION

 

GROUP 1

 

GROUP 2

I f  you  have  a  legal

situation  already ,

experience  of

associations  of

interactions  with

police  enforcement .  

Compil ing .  

Difference  of  fare

enforcement

presence  during

school  hours  vs .

sporting  events ,

games ,  etc .  

I f  safety  was  a

concern ,  wouldn 't  you

want  more  presence

at  large  events  or  late

night?

QUESTION

What  does  customer

service  mean  to  you?

GROUP 1

Seattle  is  a  l iberal ,

progressive  city  but

police /enforcement

seems  Republican /

military .

How  can  we  have

compassion?

Concern  of  losing

money  from  people

not  paying  but  will ing

to  pay  all  the  money

for  off icers .  

Abil ity  to  pay  for

those  who  didn ’t?

Abil ity  to  pay  on

board .  

Takes  a  long  t ime  for

cards  to  reload .  

 

 

GROUP 2

Why  can 't  fare

enforcement  just

wear  T-shirts  that  say

fare  enforcement  for

visible  presence? 

Hire  locals  from

neighborhoods .  

Have  people  on  the

platform  with  card

scanners  to  pay .
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KING COUNTY - THE STATION

QUESTION

 

GROUP 1

I f  scanned  and  see

money  on  i t ,  sti l l

t icket .

Witness  more

compassion  for  white

people .

What  is  the  message

we  are  sending  when

giving  free  r ides  to

Husky  games?

Interactions  between

fare  enforcement

off icers  and  r iders .  

What  is  the  middle

ground  that  makes  i t

equitable  for  all?

Where  is  the  benefit

of  doubt  vs .  hosti le .

 

GROUP 2

QUESTION

What  does  passenger

safety  look  l ike?

GROUP 1

All  in  favor  of  security

on  the  platforms  to

keep  people  safe .  

Uniform  & security  =

OK .  

Uniform  & fare

enforcement  =  not

OK .

 

GROUP 2

Enforcement  vs .  safe

environment…there 's

a  difference .

QUESTION

Additional  Comments

GROUP 1

Can  ST  be  more

transparent  about

finances  -  total  cost

of  fare  enforcement ,

secondary  costs

What  is  the

breakdown  i f  we

eliminate  costs?

 

GROUP 2

It 's  a  publicly  owned

service ,  and  public

should  be  treated  as

shared  owner  and

with  respect .  

Currently  treated  as  a

business  and  r iders  as   
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KING COUNTY - THE STATION

QUESTION

 

GROUP 1

Accountabil ity

committee

(community )  -  before

big  decisions  are

made ,  run  by  group

Strongly  believe

kids /youth  (even  high

school )  should  not

have  to  pay .  

Fare  enforcement  =

white  supremacy .  

What  is  the  ROI  on

fare  enforcement? 

Chicago  -  just  asks

you  to  leave  i f  no

payment .

Potential  to  save

more  money  not

having  fare

enforcement .  

I f  no  turnsti les  and

relying  on  trust

system ,  why  have  fare

enforcement?

what  is  the  gap  and

how  do  we  source

dollars?

 

GROUP 2

How  fare

enforcement  assesses

someone 's  age  -

asking  for  IDs .  

Why  can 't  fare

enforcement  just

wear  T-shirts  that  say

fare  enforcement  for

visible  presence? 

Hire  locals  from

neighborhoods .  

Have  people  on  the

platform  with  card

scanners  to  pay .  

Enforcement  vs .  safe

environment…there 's

a  difference .

Eliminate  policy  to

call  sheriff .

Transit  security  will

ignore  people

shooting  up ,  but

worried  about

collecting  fares .

Gracious  and

understanding  to

those  going  to

airport .

Other  major  cities  &

systems  -  less

presence  of  fare

enforcement ,  less

issues .  

Do  we  know  what  the

factors  that  deter

people  from  paying

are? Research .  

Need  to  think  about

the  equity  issues  now

especially  as  

patrons .  



FARE  ENFORCEMENT

COMMUNITY

CONVERSATIONS

REPORT

PAGE  33

KING COUNTY - THE STATION

QUESTION

 

GROUP 1

  

GROUP 2

How  are  we  engaging

and  mobil izing  transit

community  groups?

How  can  the  board

hear  more  from

community? 

How  is  EEOEI  to  be

effective  i f  we  stay  in

our  lane  -  role  of  gov 't

& community

relations? 

How  are  we  util izing

social  media?

Reassess  Securitas

contract .  

How  to  provide

information  on  ways

to  give  feedback .

communities

continue  to  be

pushed  out .  
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QUESTION

How  often  do  you  use

light  rai l  or  Sounder?

GROUP 

Light  rai l :  two  to  three  t imes  a  week .

How  do  you  usually

pay  for  your  fare?

Have  ORCA  Lift  pass ,  use  t icket .

KING COUNTY - CASA LATINA

Was  payment  easy  to

navigate?

People  expressed  that  i t  was  diff icult  to  use

the  machine  to  charge  their  ORCA  card .

Expressed  that  i t  was  easier  to  go  pay  their

Orcs  cards  at  the  Bartells  store .

At  the  station  they  were  given  information  on

how  to  use  the  ORCA  card  for  the

light  rai l .

Small  group  read  the  instructions  on  how  to

use  the  ORCA  card  for  the  l ight  rai l .

Other  fr iends  told  them  how  to  use  the  card

at  train  stations .

What  could  improve

your  experience  in

regard  to  fare

payment  on  Link  l ight

rai l /Sounder  transit

services?

Make  the  process  of  reloading  cards  on

machines  easier .

Let  there  be  more  machines ;  there 's  a  lot  of

people  waiting  on  the  l ine .

Put  turnsti les ,  automatic  doors .

Have  them  reopen  the  boxes  inside  the

Westlake  station  and  a  wider  schedule .

Acknowledge  the  Metro  transfer  so  that  i t  can

be  used  in  Sound  Transit  trucks  (Route  522 )

Not  to  be  paid  two  t imes .

What  do  you  know

about  Sound  Transit ’s

fare  enforcement

program?

No  one  knew  not  what  Sound  Transit 's  fare

compliance  program  meant .
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QUESTION

What  does  customer

service  mean  to  you?

GROUP 

Respect  for  the  user .

Guiding  people  to  use  the  service .

Communication  with  the  community .

Give  information  in  a  fr iendly  way .

What  does  passenger

safety  look  l ike?

Make  users  feel  comfortable  to  board  the

train .

Have  inspectors  come  to  check  that  everyone .

respects  the  rules  of  transport  use .

Cleaning  the  bus  stop .  

Cleaning  the  bus .

Let  drivers  make  sure  passengers  feel

comfortable ,  but  report  incidents .

KING COUNTY - CASA LATINA

What  does  faci l ity

safety  look  l ike?

Make  sure  bus  stops  are  clean .

Have  security  off icers  at  train  station ,

especially  at  Pioneer  Square .

At  the  station  in    Beacon  Hill .

At  the  station  in  Pioner  Square .

Additional  Comments All  participants  use  the  bus  as  well ,  two  to

three  t imes  a  week .           

Nine  did  not  know  that  they  have  to  pass  two

times  their  ORCA  cards  in  the  machine  (when

entering  and  leaving ) .
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QUESTION

How  often  do  you  use

light  rai l  or  Sounder?

GROUP 

Once  or  twice ,    to  the  airport  ,  special

occasions .

Sometimes  from  Seattle  to  Everett .

How  do  you  usually

pay  for  your  fare?

Orca  card .

Kiosk .

Pay  online .

SNOHOMISH COUNTY - PHINNEY RIDGE

NEIGHBORHOOD ASSOCIATION/ EDMONDS LIBRARY

Was  payment  easy  to

navigate?

Easy  to  navigate .

What  could  improve

your  experience  in

regard  to  fare

payment  on  Link  l ight

rai l /Sounder  transit

services?

What  did  the  beep  mean  when  you  tap .  

Not  sure  i f  you  paid  or  not .  

Process  isn ’t  inherent  –  you  need  to  learn  i t .

Wasn ’t  clear  –  need  more  signage .  

Tap  on  & tap  off  –  not  clear .

What  do  you  know

about  Sound  Transit ’s

fare  enforcement

program?

They  show  up  deep-  they ’re  intimidating  and

intense .

They  look  l ike  law  enforcement .

They  kick  you  off  i f  you  haven ’t  paid .

POC  feel  singled  out  and  targeted .

They  give  you  a  $250  t icket  and  the

community  doesn ’t  respond .

They  need  identity .  

They  don ’t  have  a  good  reputation .  

No  empathy .

What  does  customer

service  mean  to  you?

Respectful .

Listening  & responding  appropriately .
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QUESTION

What  does  passenger

safety  look  l ike?

GROUP 

Throwing  people  off  the  bus

Maintaining  integrity  should  lead

Decision  tree  –  fairness  

Open  for  questions  

Confusing  system  

Treating  people  l ike  i t ’s  their  f irst  t ime  r iding  

Not  targeting  people

SNOHOMISH COUNTY - PHINNEY RIDGE

NEIGHBORHOOD ASSOCIATION/ EDMONDS LIBRARY

What  does  faci l ity

safety  look  l ike?

Visibil ity

Well  l i t  

Doesn ’t  feel  safe  when  dark  

Emergency  phones  

They  need  more  presence  at  night
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