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THE MISSION 
 
Our mission is to provide and promote transportation 
choices that support an accessible, sustainable, 
livable, healthy, prosperous community. 
 
 
 
 

THE VISION 
 
Our vision is to be a leading transit system in the 
country, recognized by our peers, community and 
customers for our well-trained, highly motivated, 
customer-focused, community-minded employees 
committed to enhancing the quality of life for all in 
Thurston County. 
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To:  Community Advisory Committee 
 
From:  Nancy Trail, 705-5857 ntrail@intercitytransit.com  
 
Date:  December 14, 2022 
 
Subject: 2023 ITA Meeting Attendance Schedule 
 
 
The following schedule identifies which CAC members will attend the Authority meetings for 
2023. When you attend the meetings you will provide the Authority a short report on the 
previous CAC meeting and take notes to report back at the next CAC meeting. 
 

2023 INTERCITY TRANSIT AUTHORITY MEETINGS 
    
Regular Meeting Representative Regular Meeting Representative 
January 4, 2023 John Gear January 18, 2023 Ursula Euler 
February 1, 2023 Harrison Ashby February 15, 2023 Marie Lewis 
March 1, 2023 Marilyn Scott March 15, 2023 Allison Spector 
April 5, 2023 Ty Flint April 19, 2023 Walter Smit 
May 3, 2023 Clair Bourgeois May 17, 2023 Jeremy Mott 
June 7, 2023 Nikki Crist June 21, 2023 Jihan Grettenberger 
July 5, 2023 Betty Hauser July 19, 2023 Lloyd Peterson 
August 2, 2023 Doug Riddels August 16, 2023 Edwina Waehling 
September 6, 2023 Rachel Weber September 20, 2023 Joint meeting all attend 
October 4, 2023 Eliane Wilson October 18, 2023 Alejandro Garcia 
November 1, 2023 John Gear November 15, 2023 Trina Primm 
December 6, 2023 Walter Smit December 20, 2023 Ursula Euler 

 
Please mark these dates on your calendar. If the date does not work for you, please 
contact me right away. You will receive a packet a few days prior to the meeting, just like 
the monthly CAC meetings. The ITA meetings are also being held remotely and begin at 
5:30 pm with an audio/visual check in at 5:00 pm. 
 
If you have any questions please feel free to contact me at 360.705.5857, or email 
ntrail@intercitytransit.com.  
 
Thank you! 
 

mailto:ntrail@intercitytransit.com
mailto:ntrail@intercitytransit.com
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INTERCITY TRANSIT 
CITIZEN ADVISORY COMMITTEE 

Operating Procedures 
 
 
 

PURPOSE AND AUTHORITY 
 
To advise the Intercity Transit Authority (Authority) concerning public transportation 
policy issues and American’s With Disabilities Act issues, either raised by the Citizen 
Advisory Committee (CAC) or referred to the CAC by the Authority.  (Amended 
07/16/01) 
 
The term “policy issues” includes issues related to Public Transportation Benefit Areas 
(PTBAs), the Transit Development Plan (TDP), other plans or service planning efforts of 
Intercity Transit, the agency’s budget and programs of capital projects and operating 
services, and general operating practices of Intercity Transit.  
 
The CAC is advisory to the Authority, not the agency. 
 
COMPOSITION 
 
The CAC shall be comprised of no more than nineteen members appointed by the 
Intercity Transit Authority.  Membership shall reflect Intercity Transit’s service area.  
Representation from each of the following groups shall be sought: 
• Senior Citizen(s) 
• Persons with Disabilities 
• Local College Student(s)  
• Chambers of Commerce  
• Business Representation (large and small) 
• Service User(s) (fixed route, vanpool, DAL; Star Pass Holder) 
• Youth 
• City/State Transit Demand Management Coordinator(s) 
• Social Service Agencies 
• Medical Community 
• Neighborhood Associations 
• Rural Community 
• Citizens-at-Large 
• Native American 
• Environmentalist 
• Bicyclist 
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It is recognized a member may represent more than one of these groups.  (Amended 
07/16/01; 12/20/04) 
 
TERMS 
 
CAC members shall serve a term of three years, and may serve two complete terms.  If a 
member is appointed to complete a vacant term, it is not considered a complete term.  
(Amended 07/16/01; 12/20/04) 
 
ATTENDANCE 
 
Any four unexcused absences in a 12-month period will result in forfeiture of the 
member’s position on the CAC.  The staff liaison will track attendance and a notification 
of membership forfeiture will automatically be sent to the respective member when 
four unexcused absences in a 12-month period occur.  For an excused absence, members 
must notify the staff liaison prior to the meeting.  A pattern of significant absences will 
be reviewed by the Chair of the Citizen Advisory Committee, hereinafter referred to as 
the “Chair.”  (Amended 07/16/01; 12/16/02; 12/20/04) 
 
MEETING SCHEDULE 
 
Meetings will be held on the third Monday of each month, except for the months of 
January and February.  January and February meetings will be held the second Monday 
of the month.  All meetings shall be held at Intercity Transit’s administrative offices, in 
the boardroom.  Meeting length will be determined by the agenda.  If issues relevant to 
the CAC are insufficient in number or substance, the meeting may be canceled with the 
agreement of the CAC Chair and Vice Chair.  Members will be notified of the 
cancellation at least 24-hours in advance of a meeting.  (Amended 12/20/04) 
 
AGENDA 
 
The CAC Chair will determine the agenda in conjunction with the Staff Liaison.  Any 
member wishing to add an item for substantive discussion at the meeting may do so by 
contacting the CAC Chair or Staff Liaison at least ten days prior to the meeting date.  
CAC members may add items to the agenda at the beginning of a meeting with the 
understanding, that depending on the requirement for additional information, such 
items may be discussed in a general way with substantive discussion and decision 
scheduled for a future meeting.   
 
Staff Liaison shall mail the agenda to CAC members at least one week prior to the 
meeting. 
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MINUTES 
 
The Staff Liaison shall distribute a summary of the meeting.  Verbatim transcripts and 
detailed documentation of discussion will not be available.  Members will be asked to 
consider and approve the minutes for the record by majority vote.  The minutes will 
include a list of all members present and absent.   
 
QUORUM 
 
It is intended a quorum should be present at each meeting.  One more than half of the 
current CAC members constitutes a quorum.  If a quorum is not present, the meeting 
may still be held and any decisions made by members present will be forwarded to the 
Authority with a note indicating a quorum was not present at the vote.  If a meeting 
starts with a quorum, the quorum requirement is considered met, even if members 
leave following the opening of the meeting.  (Amended 07/16/01) 
 
The CAC shall use Robert’s Rules of Order as a guideline for conducting its business 
except as provided otherwise by State law or the operating procedures. 
 
OFFICERS/TERM OF OFFICE 
 
Officers will consist of Chair and Vice Chair.  The process for choosing officers shall 
consist of nomination in October (either self-nomination or nomination by others) and 
affirmation by majority vote in November.  (Amended 07/16/01; 07/06/16) 
 
Officers will serve a term of one year and may serve up to two terms in the same office.   
If a CAC member completes an officer vacancy during the year, it shall not be 
considered against the two term limitation.  A member may serve two years as Chair 
and two years as Vice Chair consecutively. 
 
Officers may be removed prior to the end of term by majority vote of the CAC 
members.  If an officer resigns or is removed prior to the end of the term, a replacement 
will be nominated and affirmed by majority vote.   Such replacement will serve until the 
end of the regular term.  (Amended 07/16/01; 12/20/04) 
 
Section 1.  Chair 
 
The Chair shall: 
• preside at all meetings;  
• develop the agenda in coordination with the Staff Liaison;  
• act as spokesperson for the CAC;  
• attend the regular Authority meeting the 1st Wednesday of each month and provide 

reports to the CAC; 
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• provide leadership and direction for the CAC; 
• appoint members to attend the Authority work sessions, who then report back to 

the CAC at their monthly meeting; and 
• perform other duties as may be requested from time to time by the CAC or the 

Authority  (Amended 07/16/01) 
 

Section 2.  Vice Chair 
 
The Vice Chair, in the absence or inability of the Chair to serve, shall have the powers 
and shall perform the duties of the Chair.  The Vice Chair shall perform such other 
duties from time to time as may be requested by the CAC or the Chair. 
 
Section 3.  Authority Work Session Representation 
 
All members are expected to share the responsibility of representing the CAC at 
Authority work session.  The Chair, working with the Staff Liaison shall seek CAC 
members to attend the monthly Authority work sessions.  The CAC representative shall 
sit with Intercity Transit Authority members, participate fully in the meeting, and share 
the CAC’s comments on respective issues.  CAC representative(s) will serve at the work 
sessions in an advisory capacity to the Authority.  (Amended 07/16/01; 12/20/04) 
 
MEETING PROTOCOL 
 
• Presentations made by staff or others should be succinct and relevant. 
• Discussion of relevant issues and development of recommendations should 

constitute the majority following adequate briefing and presentation.  All members’ 
opinions will be respected and considered.  The CAC may seek, at its discretion, 
input from the Authority and staff. 

• Agreement on the CAC’s position and recommendation to the Authority, prior to 
transmittal to the Authority, is the preferred method.  Consensus is one method of 
agreement.  (Amended 2/19/01) 

• Opposing positions will be shared with the Authority. 
• Majority Vote is considered a majority of members present.  (Amended:  12/20/04) 
 
PRODUCTS 
 
It is anticipated the CAC will have a product in the form of a recommendation and/or a 
summary of the various points of view to the Authority following study and discussion 
of an issue.  The recommendation and/or points of view will be forwarded to the 
Authority through the Staff Liaison, using the appropriate agenda forms and process.  
The CAC will seek Authority feedback regarding disposition of the recommendation 
and/or points of view. (Amended 07/16/01) 
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SELF ASSESSMENT 

The CAC will assess its accomplishments at least annually.  Primary criteria may 
include: 

• Purpose:  Did the CAC stick to the purpose set forth above or did it stray into areas
not relevant to the purpose or mission of Intercity Transit.

• Usefulness:  Did the CAC transmit to the Authority relevant and meaningful
recommendations.

• Scope of Work:  Did the CAC achieve the various tasks and or consider Authority
recommendations addressed during the previous evaluation and/or those requested
throughout the year?  If not, why?  How did Intercity Transit and the community
benefit from the results of the CAC’s achievements?

• Other:  Other criteria suggested by the CAC members may be used.  (Amended
07/16/01; February 14, 2005)

USE OF THE OPERATING GUIDELINES 

The meeting protocol supersedes all other meeting procedures and will be used by the 
CAC until and unless it is amended by majority vote.  Any such amendment will be 
recorded in the minutes and provided to the CAC members. 

AMENDMENTS 

These operating principles may be amended by a majority vote of the Citizen Advisory 
Committee members at any meeting of the CAC.  Copies of the proposed revisions or 
amendments must be provided to CAC and Authority members thirty days in advance 
of the meeting at which the changes are to be acted upon.  (New Section Added 
12/20/04) 

ADOPTED this 17th day of July, 2000. 

Amended: February 19, 2001 
July 16, 2001 
December 16, 2002 
December 20, 2004 
February 14, 2005 
July 6, 2016 
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INTERCITY TRANSIT 
CITIZEN ADVISORY COMMITTEE 

 Bylaws 
 
 
 

PURPOSE AND AUTHORITY 
 
To advise the Intercity Transit Authority concerning transportation issues, to advocate 
for transportation choices and to represent the public in accomplishing Intercity 
Transit’s mission and goals.  (Amended 07/16/01; 03/05/08) 
 
This includes issues related to Public Transportation Benefit Areas (PTBAs), the Transit 
Development Plan (TDP), other plans or service planning efforts of Intercity Transit, the 
agency’s budget and programs of capital projects and operating services, and general 
operating practices of Intercity Transit.  (Amended 09/18/13) 
 
The CAC is advisory to the Transit Authority, and provides customer feedback to the 
agency. (Amended 09/18/13) 
 
COMPOSITION 
 
The CAC shall be comprised of no more than twenty members appointed by the 
Intercity Transit Authority.  One position is specifically reserved for a 15-19 year old 
from Thurston County.  Membership shall reflect Intercity Transit’s service area.  
Representation from each of the following groups shall be sought: 
• Senior Citizen(s) 
• Persons with Disabilities 
• Local College Student(s)  
• Chambers of Commerce  
• Business Representation (large and small) 
• Service User(s) (fixed route, vanpool, DAL; Star Pass Holder) 
• Youth (15-19 year old) 
• City/State Transit Demand Management Coordinator(s) 
• Social Service Agencies 
• Medical Community 
• Neighborhood Associations 
• Rural Community 
• Citizens-at-Large 
• Native American 
• Environmentalist 
• Bicyclist 
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It is recognized a member may represent more than one of these groups.  (Amended 
07/16/01; 12/20/04; 2/14/11) 
 
TERMS 
 
CAC members shall serve a term of three years, and may serve two complete terms.  
The Youth position will serve a one-year term and is eligible to reapply for a second 
one-year term.  If a member is appointed to complete a vacant term, it is not considered 
a complete term.  (Amended 07/16/01; 12/20/04; 2/14/11) 
 
ATTENDANCE 
 
A CAC member who is absent more than twenty-five percent of the regular monthly 
committee meetings during a twelve month period will be removed from the 
committee.  If staff needs to change the meeting date, and a member is unable to make 
the new date due to a conflict in their schedule, it will not be considered an absence.  
The staff liaison will track attendance and a monthly report will be included in the CAC 
packet.   
 
A notification of membership forfeiture will automatically be sent to the respective 
member and Chair of the Citizen Advisory Committee when the fourth absence in a 12-
month period occurs.     
 
Members are encouraged to contact the staff liaison prior to a meeting when they are 
unable to attend, to ensure the CAC will have a quorum.  (Amended 07/16/01; 12/16/02; 
12/20/04; 11/02/11; 02/13/12) 
 
MEETING SCHEDULE 
 
Meetings will be held on the third Monday of each month, except for the months of 
January and February.  January and February meetings will be held the second Monday 
of the month.  All meetings shall be held at Intercity Transit’s administrative offices, in 
the boardroom.  Meeting length will be determined by the agenda.  If issues relevant to 
the CAC are insufficient in number or substance, the meeting may be canceled with the 
agreement of the CAC Chair and Vice Chair.  Members will be notified of the 
cancellation at least 24-hours in advance of a meeting.  (Amended 12/20/04) 
 
AGENDA 
 
The CAC Chair will determine the agenda in conjunction with the Staff Liaison.  Any 
member wishing to add an item for substantive discussion at the meeting may do so by 
contacting the CAC Chair or Staff Liaison at least ten days prior to the meeting date.  
CAC members may add items to the agenda at the beginning of a meeting with the 
understanding, that depending on the requirement for additional information, such 
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items may be discussed in a general way with substantive discussion and decision 
scheduled for a future meeting.   
Staff Liaison shall mail the agenda to CAC members at least five days prior to the 
meeting and will send a copy of the packet to each member electronically.  (Amended 
02/13/12) 
 
MINUTES 
 
The Staff Liaison shall distribute a summary of the meeting.  Verbatim transcripts and 
detailed documentation of discussion will not be available.  Members will be asked to 
consider and approve the minutes for the record by majority vote.  The minutes will 
include a list of all members present and absent.   
 
QUORUM 
 
It is intended a quorum should be present at each meeting.  One more than half of the 
current CAC members constitutes a quorum.  If a quorum is not present, the meeting 
may still be held and any decisions made by members present will be forwarded to the 
Authority with a note indicating a quorum was not present at the vote.  If a meeting 
starts with a quorum, the quorum requirement is considered met, even if members 
leave following the opening of the meeting.  (Amended 07/16/01) 
 
The CAC shall use Robert’s Rules of Order as a guideline for conducting its business 
except as provided otherwise by State law or the operating procedures. 
 
OFFICERS/TERM OF OFFICE 
 
Officers will consist of Chair and Vice Chair.  The process for choosing officers shall 
consist of nomination in October (either self-nomination or nomination by others) and 
affirmation by majority vote in November.  (Amended 07/16/01; 2/06/08; 07/06/16) 
 
Officers will serve a term of one year and may serve up to two terms in the same office.   
If a CAC member completes an officer vacancy during the year, it shall not be 
considered against the two term limitation.  A member may serve two years as Chair 
and two years as Vice Chair consecutively. 
 
Officers may be removed prior to the end of term by majority vote of the CAC 
members.  If an officer resigns or is removed prior to the end of the term, a replacement 
will be nominated and affirmed by majority vote.   Such replacement will serve until the 
end of the regular term.  (Amended 07/16/01; 12/20/04) 
 
Section 1.  Chair 
 
The Chair shall: 
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• preside at all meetings;  
• develop the agenda in coordination with the Staff Liaison;  
• act as spokesperson for the CAC;  
• provide leadership and direction for the CAC; 
•  appoint members to attend the Authority work sessions, who then report back to 

the CAC at their monthly meeting; and 
• perform other duties as may be requested from time to time by the CAC or the 

Authority  (Amended 07/16/01) 
 

Section 2.  Vice Chair 
 
The Vice Chair, in the absence or inability of the Chair to serve, shall have the powers 
and shall perform the duties of the Chair.  The Vice Chair shall perform such other 
duties from time to time as may be requested by the CAC or the Chair. 
 
Section 3.  Authority Work Session Representation 
 
All members are expected to share the responsibility of representing the CAC at 
Authority work sessions.  The Chair, working with the Staff Liaison shall seek CAC 
members to attend the monthly Authority work sessions.  The CAC representative shall 
sit with Intercity Transit Authority members, participate fully in the meeting, and share 
the CAC’s comments on respective issues.  CAC representative(s) will serve at the work 
sessions in an advisory capacity to the Authority.  (Amended 07/16/01; 12/20/04) 
 
MEETING PROTOCOL 
 
• Presentations made by staff or others should be succinct and relevant. 
• Discussion of relevant issues and development of recommendations should 

constitute the majority following adequate briefing and presentation.  All members’ 
opinions will be respected and considered.  The CAC may seek, at its discretion, 
input from the Authority and staff. 

• Agreement on the CAC’s position and recommendation to the Authority, prior to 
transmittal to the Authority, is the preferred method.  Consensus is one method of 
agreement.  (Amended 2/19/01) 

• Opposing positions will be shared with the Authority. 
• Majority Vote is considered a majority of members present.  (Amended:  12/20/04) 

 
PRODUCTS 
 
It is anticipated the CAC will have a product in the form of a recommendation and/or a 
summary of the various points of view to the Authority following study and discussion 
of an issue.  The recommendation and/or points of view will be forwarded to the 
Authority through the Staff Liaison, using the appropriate agenda forms and process.  
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The CAC will seek Authority feedback regarding disposition of the recommendation 
and/or points of view. (Amended 07/16/01) 
 
SELF ASSESSMENT 
 
The CAC will assess its accomplishments at least annually.  Primary criteria may 
include: 
 
• Purpose:  Did the CAC stick to the purpose set forth above or did it stray into areas 

not relevant to the purpose or mission of Intercity Transit. 
• Usefulness:  Did the CAC transmit to the Authority relevant and meaningful 

recommendations. 
• Scope of Work:  Did the CAC achieve the various tasks and/or consider Authority 

recommendations addressed during the previous evaluation and/or those requested 
throughout the year?  If not, why?  How did Intercity Transit and the community 
benefit from the results of the CAC’s achievements?   

• Other:  Other criteria suggested by the CAC members may be used.  (Amended 
07/16/01; February 14, 2005) 

 
USE OF THE OPERATING GUIDELINES 
 
The meeting protocol supersedes all other meeting procedures and will be used by the 
CAC until and unless it is amended by majority vote.  Any such amendment will be 
recorded in the minutes and provided to the CAC members. 
 
AMENDMENTS 
 
These bylaws may be amended by a majority vote of the Citizen Advisory Committee 
members at any meeting of the CAC.  Copies of the proposed revisions or amendments 
must be provided to CAC and Authority members thirty days in advance of the 
meeting at which the changes are to be acted upon.  (New Section Added 12/20/04) 
 
ADOPTED this 17th day of July, 2000. 
 
Amended: February 19, 2001  February 6, 2008  September 18, 2013 
  July 16, 2001   March 5, 2008   July 6, 2016 
  December 16, 2002  February 14, 2011 
  December 20, 2004  November 2, 2011 
  February 14, 2005   February 13, 2012 



INTERCITY TRANSIT AUTHORITY 
GOALS 

 
Goal 1:  Assess the transportation needs of our community throughout the Public Transportation Benefit 

Area. 
 
End Policy - Intercity Transit Authority, staff, and the public will have access to clear and comprehensive 
information related to the transportation needs of our Public Transportation Benefit Area. 

 
Goal 2 - Provide outstanding customer service. 

 
End Policy – Customers, staff and the broader community will report a high level of satisfaction. 

 
Goal 3 - Maintain a safe and secure operating system. 

 
End Policy – Focus on the continual improvement for the safety and security of all customers, employees 
and facilities.  

 
Goal 4 - Provide responsive transportation options within financial and staffing limitations. 

 
End Policy - Customers and staff will have access to programs and services that benefit and promote 
community sustainability, focused on serving the mobility needs and demands of our community. 

 
Goal 5 – Integrate sustainability into all agency decisions and operations to lower social and environmental 
impact to enhance our community and support the Thurston County Regional Climate Mitigation Plan.  

 
End Policy - Resources will be used efficiently to minimize the overall impact on the environment and community, and 
to the extent possible efforts will be pursued that integrate or otherwise align with broader sustainability goals. 

 
Goal 6 – Encourage use of our services, reduce barriers to access and increase ridership. 
 
End Policy – Educate and encourage community members to explore, appreciate and utilize the benefits of 
our services and programs while making the system easier to use. 

 
Goal 7 – Build partnerships to identify and implement innovative solutions that address mobility needs, 
access, and equity, as a service provider and as an employer.  

 
End Policy – Work with governmental entities, educational institutions, businesses, not-for-profit community 
partners and customers to facilitate great mobility options as well as educational and socio-economic 
opportunities in our community.  

 
Goal 8 – Integrate resiliency into all agency decisions to anticipate, plan, and adapt given the critical 
functions of transit operations. 

 
End Policy - Promote community, organizational and individual resiliency.  
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INTERCITY TRANSIT Fact Sheet

Mission & Vision
Our mission is to provide and promote public 
transportation choices that support an accessible, 
sustainable, livable, healthy, prosperous community. Our 
vision is to be a leading transit system in the country, 
recognized for our well-trained, highly motivated, 
customer-focused, community-minded employees 
committed to enhancing the quality of life for all citizens of 
Thurston County.

Operating Background
In 38 years, we have provided more than 110.4* million 
rides for area residents and commuters. The agency 
employs 380 people. 

Intercity Transit Authority
The Intercity Transit Authority, our governing body, consists 
of five elected officials who represent the Cities of Olympia, 
Lacey, Tumwater, and Yelm and Thurston County. Three 
citizen-at-large members and a labor representative also 
serve on the Authority. The Community Advisory 
Committee, a 20-member community advisory panel, 
provides input to the Authority.

Budget
Our 2020 budget is $179 million. This includes an operating 
budget of $117 million and capital and other revenue of 
$61.5 million.

Ridership
In 2018, we provided about 4.5 million* rides on fixed-
route, paratransit, and vanpool services. Ridership for fixed 
route and vanpool services fluctuate annually, while Dial-A-
Lift ridership continues to increase.

Intercity Transit Services at a Glance 
Intercity Transit operates:

• A fleet of 118 buses (71 coaches [including 23 hybrids]
and 47 Dial-A-Lift vans); 234 vanpool vans.

• Two transit centers.
• An administrative and maintenance facility.
• 983 bus stops, 301 bus shelters, and 3 park & ride lots.
• Bike racks and accessible features on all buses.
• Amtrak Centennial Station.

Who Uses Intercity Transit
Eighty percent of trips are for economic purposes. People 
use transit to get to work (32%), go shopping (26%) and 
conduct personal business (8%). Eighty-four percent 
of riders surveyed rate Intercity Transit as “good” or 
“excellent”. (Source: Rider Survey, 2015)

Benefits of Public Transportation
Public transportation, an essential part of our transpor-
tation network, plays an important role in the county’s 
economic, environmental, and social health by:

• Providing commuter and lifeline services.
• Providing transportation to jobs, schools, personal,

business, and community activities.
• Reducing traffic congestion so private automobiles

and freight can travel more efficiently.
• Helping seniors and people with disabilities remain

independent.
• Protecting the environment by moving people

efficiently, reducing air pollution, gas consumption,
and harmful emissions.

• Acting as an engaged community partner and a
responsible public steward.

*Based on 2018 Ridership data.

Intercity Transit serves Washington State’s capital city, Olympia, and neighboring cities Lacey, Tumwater, 
and Yelm. Intercity Transit is a nationally recognized, small urban transit system with diverse services and strong ridership. 
In addition to serving the local area for over 38 years, Intercity Transit connects with five area transit systems, including 
Sound Transit, providing access to Central Puget Sound.



Vanpool & Carpool Service
Approximately 180 vanpools serve about 1,144 commuters 
traveling daily throughout the south Puget Sound and 
southwest Washington region. This program provided 
about 520,843 passenger trips in 2018. We also participate 
in a ridematch program helping commuters find potential 
vanpool and carpool partners.

Dial-A-Lift Service
Dial-A-Lift provides door-to-door service for customers 
whose disabilities prevent them from using our fixed-
route service. This service, which exceeds the federal 
requirements for complementary service, provided 
186,891 trips in 2018.

Village Vans Program
The Village Vans program serves individuals working 
toward economic independence. Participants must be 
actively seeking jobs or training. The program also 
provides on-the-job driver training for the participants 
who drive the vans. 

Community Van Service 
We make retired vanpool vans available to non-profit and 
governmental organizations on a reservation basis. A per-
mile rate covers direct costs of operating the service.

Travel Training Program
This free, one-on-one or small-group training teaches the 
practical skills of riding our buses safely and confidently.

Commute Trip Reduction & Pass Programs 
We work with various worksites implementing trip-
reduction programs for thousands of commuters. We 
also partner with all three area colleges and several major 
employers on bus pass programs.

Youth Education Program 
Walk N Roll, our Youth Education program, is dedicated 
to building the next generation of safe and healthy 
bikers, walkers, and bus riders. This program offers hands-
on activities and environmental lessons, hosts field trips 
and events, and engages young people of all ages. 

INTERCITY TRANSIT Fact Sheet
Bus Service
Fixed-route bus service is available weekdays on 21 routes, 
slightly fewer on weekends. These routes serve the 
greater urban centers of Thurston County, provide express 
service to Lakewood/Tacoma, and make connections to 
neighboring transit services. In 2018, 3.76 million trips were 
taken on fixed-route bus service.

Awards
We have earned recognition for our efforts on the local, 
state, and national levels:

• 2019 Governor's Smart Communities Project Award
• 2019 State Roadeo Champions and 2015-19 State

Grand Champion winners

• 2019 International Roadeo Champions

• 2014 International Organization for Standardization
ISO 14001 Certification, one of nine transit systems
in the nation

• 2013 American Public Works Assn. Project of Year
• 2012 Gold Sustainable Commitment Recognition
• 2012 Thurston County Green Business of the Year
• 2009 American Public Transportation Assn.

Outstanding Public Transportation System
Achievement Award

• 2009 Federal Transit Administration Enhancing
Ridership Award

• 2008 & 2007 American Public Transportation Assn.
Ad Wheel Grand Prize Awards

• 2008-12 Thurston County Green Business Award
• 2003 Washington State Department of Ecology

Environmental Excellence Award
• 2002 Governor’s Commute Smart Award

Customer Service  222 State Ave., Olympia
Phone:          360-786-1881 or 800-287-6348
E-mail:            customerservice@intercitytransit.com
Comments:   tellus@intercitytransit.com
Web site:        intercitytransit.com

Business Office  526 Pattison St. SE, Olympia
Phone:           360-786-8585

June 2019

Intercity Transit ensures no person is excluded from participation in, or denied the benefits of its transit services on the basis of race, color, 
or national origin consistent with requirements of Title VI of the Civil Rights Act of 1964 and Federal Transit Administration guidance in 
Circular 4702.
For questions, contact Intercity Transit’s Title VI Officer at (360) 705-5885 or ephillips@intercitytransit.com.
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Intercity Transit complies with all federal requirements under Title VI, which 
prohibits discrimination on the basis of race, color, or national origin. 
If you have any questions concerning this policy or practice please, contact: Intercity 
Transit, 526 Pattison SE, PO Box 659, Olympia, WA 98507 or by calling the agency’s Title 
VI Officer at: 360-705-5885 or ephillips@intercitytransit.com 
 
This document can be made available in other accessible formats. Please contact 
Customer Service: 360-786-1881 or outside Thurston County: 1-800-287-6348 TTY: 360-
943-5211, Fax: 360-943-8760 or Customerservice@intercitytransit.com.  

mailto:Customerservice@intercitytransit.com
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Section 1 – Plan adoption, public hearing, and distribution 
 

Plan Requirement – Conduct at least one public hearing about the transit development plan’s contents.  
Identify within the plan the date of the hearing and whether your governing body took and action to 
approve the plan. 

 
 
Intercity Transit Authority Board Members (2022) 
Clark Gilman — Chair, City of Olympia 
Justin Belk— Vice Chair, Citizen Representative  
Robin Vazquez — City of Lacey 
Carolina Mejia — Thurston County  
Debbie Sullivan — City of Tumwater 
Brian Hess  — City of Yelm  
Don Melnick — Citizen Representative 
Sue Pierce — Citizen Representative 
Paul Tischer — Labor Representative 
 
Ann Freeman-Manzanares – General Manager 
 
In accordance with RCW 35.58.2795, Intercity Transit has prepared and submitted this Annual Report for 
2021 and a subsequent Transit Development Plan (TDP) for years 2022 through 2027.  The purpose of 
the Annual Report is to summarize the major or significant events that affected delivery of transit 
services in the Thurston County Public Transportation Benefit Area (PTBA).  Additionally, this document 
illustrates projected changes in local transit services during the next five years based on known facts and 
forecasted trends.  Described in this plan are the methods and strategies proposed by Intercity Transit 
staff and endorsed by the Authority Board of Directors necessary to fulfill the provisions contained in 
our Mission and Vision statements. 
 
Mission Statement 
To provide and promote transportation choices that support an accessible, sustainable, livable, healthy, 
and prosperous community. 
 
Vision Statement 
To be a leading transit system in the country, recognized for our well-trained, highly motivated, 
customer-focused, community-minded employees committed to enhancing the quality of life for all 
citizens of Thurston County. 
 
Public Hearing 
Public comment is encouraged with each annual update of the TDP.  This year’s public hearing was on 
Wednesday, October 5, 2022, at the Transit Authority meeting, 526 Pattison St SE, Olympia, Wash.  
 
Distribution 
Following final Authority adoption on November 2, 2022, this Plan was made be available at 
www.intercitytransit.com.  Electronic copies were distributed to the Washington State Department of 
Transportation, Washington State Transportation Improvement Board, Thurston Regional Planning 
Council, Thurston County, and Cities of Lacey, Olympia, Tumwater, and Yelm. 
  

http://www.intercitytransit.com/
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Section 2 – Description of Service Area, Operations & Facilities 
 

Plan Requirement – Include a broad overview of your public transportation system, including services, 
equipment and facilities, and intermodal connections. 

 
 
Intercity Transit is the business name for the Thurston County Public Transportation Benefit Area (PTBA) 
that was established in September 1980, as authorized by Washington State law, RCW 36.57A. A brief 
history of the agency follows.    
 
Agency History 
September 1980:  Voters from Olympia, Lacey, Tumwater, and the surrounding urban area, approved 
collection of a local sales tax of 0.3% for the PTBA. On January 1, 1981, the PTBA Authority formally 
assumed control of local transit services previously operated through an intergovernmental agreement 
between the cities of Lacey, Olympia, and Tumwater. 
 
May 1992:  Further expansion of the Intercity Transit service area occurred and Thurston County voters 
outside of the urbanized area approved the 0.3% sales tax to support the expansion of the PTBA to 
include all of Thurston County. The expansion included several south county cities and towns as well as 
the rural areas of unincorporated Thurston County. 
 
1995 – 1999:  Local sales tax revenue slowed, which resulted in the gradual reduction of bus service as a 
way of balancing operating costs with available revenues. A local ballot measure that proposed a 0.2% 
increase in the transit sales tax necessary to preserve service as well as a modest expansion failed to 
pass in March 1999; the result was an 8% reduction in existing bus service. Moreover, the passage of 
statewide Initiative No. 695 in November 1999 removed Motor Vehicle Excise Tax (MVET) revenue for 
transit use. 
 
2000 – 2002:  The loss of MVET funding resulted in a 40% decrease in revenue and required a 42% 
service reduction in February 2000. In early 2002, a Public Transportation Improvement Conference was 
convened of the local jurisdictions in Thurston County; the Conference resulted in the establishment of 
the current service boundary, which contains the urbanized areas of Olympia, Lacey, Tumwater, and 
Yelm.  In September 2002, voters within the new boundary approved a 0.3% increase to the local transit 
sales tax, raising the rate to 0.6%; the new rate took effect in January 2003. 
 
2003 – 2005:  Incremental service increases began over three phases. Both Phase 1 (February 2003) and 
Phase 2 (September 2004) included 15% increases in service hours.  A new corporate logo, bus graphics, 
and uniforms were also introduced in 2004.  During 2005, the focus shifted to rebuilding the fleet, 
updating operational software and systems, improving facilities, accessibility and shelters at bus stops, 
and completing market research and ridership studies. 
 
2006 – 2007:  A three-phase increase of service hours was implemented, exceeding 15% in expansion. A 
new circulator route called “Dash” began operating between the Capitol Campus and downtown 
Olympia. A fixed route Short- and Long-Range Service Plan was completed in 2006, and 26 expansion 
vanpools were acquired. The installation of a communications system with advanced digital radio, AVL 
tracking, stop announcements, and auto-passenger counters were completed in 2007 as well as a new 
multi-year service plan. A small increase in service hours was implemented as well as upgrades to the 
fleet, including 23 new buses (5 expansion), 3 Dial-A-Lift vans and 44 vanpools (27 expansion). Total 
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system boardings in 2007 increased 12% above 2006.  Intercity Transit completed a state-funded Trip 
Reduction program with state offices in Tumwater. Outreach efforts engaged over 1,000 participants in 
the annual Bicycle Commuter Contest and a new education program, “Smart Moves,” for middle and 
high school students was launched. 
 
2008 – 2009: An 11% increase in service hours brought new local service enhancements and introduced 
15-minute service on major corridors. Expansion of the Martin Way Park & Ride Lot (Lacey) began and 
installation of on-board security cameras for the fleet was completed. System-wide ridership rose to 
new records, exceeding 5.1 million boardings in 2008 as fuel prices nationwide climbed to an average 
$3.50 per gallon.  Intercity Transit received two national awards in 2009: APTA’s “Outstanding Public 
Transportation System” for medium-sized systems, and FTA’s “Success in Enhancing Transit Ridership.” 
The Martin Way P&R expansion was completed (138 to 319 stalls) as well as major market research and 
ridership studies. During this time, a master site plan for the expansion of the operations base, as well as 
an updated plan for the Olympia Transit Center (OTC) expansion were completed. Grants were received 
to construct a 300-stall Park &Ride lot at the Thurston County Waste and Recovery Center, and a Safe 
Routes to Schools-funded program for bicycling youth was introduced at several local schools. The base 
fare was increased from $.75 to $1.00 during this time period. 
 
2010 – 2011:  In 2010, the agency acquired six new hybrid-electric replacement buses. Local voters also 
approved a 0.2% increase in local transit sales tax, raising the rate to 0.8%. A discounted bus pass pilot 
program began intending to help local non-profit and human-service agencies with their clients' 
transportation needs. Commute Trip Reduction (CTR) law changes significantly increased the number of 
affected worksites in Thurston County, and Intercity Transit celebrated its 30th anniversary in 2011. The 
agency was selected by the Federal Transit Administration (FTA) to receive ISO 14001-certified 
Environmental and Sustainability Management System (ESMS) training, which resulted in a new ESMS 
program. Major capital facility projects for the Olympia Transit Center (OTC), Operations Base, as well as 
the Hawks Prairie P&R Lot were continued. A Dial-a-Lift (paratransit) client survey was completed and 
the agency hit a record 5.3 million boardings, including fixed route ridership of 4.5 million. An online trip 
planner, as well as a regional application for "next bus" information were implemented. 
 
2012:  Intercity Transit became the first transit system in the country to be awarded "Gold Level" APTA 
Sustainability Commitment status. Innovative programs were continued, including Smart Moves youth 
outreach and Bike PARTners, a program that supports healthy commutes to schools. The Bicycle 
Commuter Contest celebrated its 25th anniversary, and passenger fare increased 25% on fixed route 
service (for adults) and 10% increase on vanpool fares. The discounted pass program, which began in 
2010, was approved for future years; however, new federal legislation under MAP-21 removed 
important discretionary funding for buses and bus facilities.  Development Director, Ann Freeman-
Manzanares, was named Interim General Manager with the departure of the previous General Manager, 
Mike Harbour. 
 
2013: The Authority Board selected and affirmed Ann Freeman-Manzanares as the new General 
Manager.  The new 332-stall Hawks Prairie Park & Ride Lot officially opened in NE Lacey and received 
the American Public Works Association “Project of the Year” for Washington state.  The agency earned 
ISO 14001 Certification for Sustainability and Environmental practices. At the time, IT was one of only 
nine transit systems in the country to have received the award. Two grant-funded demonstration 
Express routes were implemented to offer commuter service between Tumwater/Lakewood as well as 
limited Sound Transit peak service between Olympia/Seattle.  Local base fare was increased from $1.00 
to $1.25. 
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2014:  A new youth outreach program called ‘Walk N Roll’ along with Bike PARTners continued to grow 
and was present in every school district within the service area.  Computer servers were relocated to a 
state agency in Olympia as part of a technology enhancement project, which significantly reduced safety 
issues and on-site remodeling needs. Intercity Transit received the Thurston County Chamber of 
Commerce "Green Business of the Year Award," and ridership growth began to stabilize — recording a 
modest 1% annual increase in fixed route ridership. This became the agency’s third-highest ridership 
year. 
 
2015:  The ‘Walk N Roll’ program continued to grow; four bus shelters were installed, and 30 bus stops 
received ADA enhancements. Travel Trainers assisted 72 individuals, coaching them to use bus service 
safely and confidently, and Intercity Transit was awarded the first-ever statewide Grand Champion 
honor in State Public Transportation Roadeo competition. 
 
2016-2017:  In partnership with the City of Tumwater, Intercity Transit received a regional grant to 
improve pedestrian accessibility and safety at the Tumwater Square transfer station.  In 2016, the 29th 
annual Bicycle Commuter Contest, sponsored by Intercity Transit, set a record of over 107,990 miles 
traveled by 1,853 registrants and 112 teams—an estimated 54 tons of CO2 prevention. IT's sustainability 
program was recertified and met the ISO 14001 – 2015 Standards, remaining one of a few public transit 
systems in the country to do so. 
 
2018: A significant public outreach effort, labeled the “Intercity Transit Road Trip,” was completed; 
results of the outreach were included in the completion of a Short- and Long-Range Plan.  Short-range 
elements of the Plan, which included several route restructures and timepoint changes were 
implemented in September, while the long-range elements of the Plan were adopted by the Transit 
Authority Board in November. This followed the successful passage of a voter initiative to increase the 
local transit sales tax 0.4% to a total of 1.2%. 
 
2019: In early 2019, Intercity Transit continued its efforts to implement the service elements approved 
as part of Proposition 1, including: “Change the way fares are paid.” During the late winter and spring of 
2019, Intercity Transit completed a comprehensive technical evaluation of the fare policies and 
structure. The evaluation reviewed operational, capital, and revenue aspects of Intercity Transit’s fare 
policy and equipment and lifecycle, as well as access to other systems, equity, and community goals. 
Following review of the study and additional outreach with key stakeholders, Intercity Transit laid out a 
public process to present a “zero-fare” demonstration project. As part of the 2019 budget process, the 
Intercity Transit Authority — citing significant community benefits consistent with the approval of 
Proposition 1 – November 2018 — adopted a resolution suspending fare collection for fixed route and 
DAL service and providing for a five-year zero-fare demonstration project, effective January 1, 2020. 
Service expansion, consistent with the Long-Range Plan, continued in 2019 with a 13 percent expansion 
of fixed route service and 7 percent increase of ridership in 2019. In November, Intercity Transit 
implemented a bus rapid transit demonstration route called The One. The so-called “BRT-light” project 
runs from the Martin Way Park-and-Ride site, in north Lacey, to the Capital Mall station, in west 
Olympia. The route, which features fewer stops and shorter dwell times, takes about 30 minutes to 
complete; this is about half of the time it takes to cover the same area using traditional fixed-route bus 
service. Progress on major capital programs including fleet expansion and replacements (24 new 
coaches) and construction on a major expansion of the downtown Olympia Transit Center was on 
schedule for completion toward the end of 2019.   
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2020: During the first two months of 2020, Intercity Transit’s ridership was up nearly 40 percent from 
the year-earlier period (January and February).  This was likely due, in part, to Intercity Transit’s 
elimination of bus fares (“zero-fare” demonstration project) in January 2020.  On March 12, however, IT 
began making incremental reductions to bus service due to the COVID-19 pandemic.  On April 13, IT 
halted its fixed-route bus service completely and instead offered advance-reservation service for riders 
who needed to take essential trips. The advance-reservation service was supplemental to IT’s Dial-A-Lift 
paratransit service, which continued.  On June 21, IT began a gradual resumption of bus service, and 
required that riders must wear masks and space out physically on buses.  As a result of these emergency 
service changes, IT’s systemwide bus ridership was down 38.7% though the first half of 2020 compared 
to the year-earlier period. As of the end of 2020, IT’s fixed-route bus service was about 42% of pre-
pandemic levels (before March 2020). 
 
2021:  Services provided in 2021 remained reduced as the effects of the COVID-19 pandemic continued.  
Increased employee retirements and resignations, combined with unprecedented absenteeism required 
Intercity Transit to operate at reduced levels of service.  A robust focus on recruitment and hiring new 
classes of Operators was initiated, however the result was a continuation of limited available staff to 
deliver service that extended into 2022.  Gains were made compared to 2020, however Fixed Route 
service hours remained less than 79% of pre-pandemic levels.  Most reductions in service were in late 
night span, as well as frequency of secondary routes serving local neighborhoods and frequency on the 
Olympia Express (inter-county) service.  DASH and Nightline remained suspended indefinitely and The 
One (BRT demonstration route) was provided for intermittently as labor resources were available.  An 
extension of the 5-year “Zero-Fare” demonstration project, which began on January 1, 2020, was 
authorized; the revised end date was moved to either January 1, 2028, or a date three years following 
the full return of pre-pandemic fixed route service (i.e. 271,000 annual revenue service hours), 
whichever comes first. 
 
Facilities, 2021 
Intercity Transit directly operates several facilities, including: 

• Olympia Transit Center (OTC) 
• Lacey Transit Center (LTC) 
• Main base facility (526 Pattison Street SE, Olympia) 

 
Additional facilities are administered jointly with other governmental entities: 

• Centennial [Amtrak] Station (Thurston County, Port of Olympia, Cities of Lacey, Olympia, 
Tumwater, and Yelm) 

• Martin Way Park & Ride (State of Washington) 
• Hawks Prairie Park & Ride (Thurston County) 

 
All maintenance, administration, and dispatch functions are performed from the Pattison Base.  In 2005, 
Intercity Transit purchased property adjacent to the Pattison Base with the intent of expanding the 
facility to better accommodate agency growth.  In 2012, nearby office space was leased to provide 
necessary workspace relief.  In 2017, the Pattison base expansion project (Phase 1) began with final 
design and replacement of existing underground fuel storage tanks.  Intercity Transit has received 
State/Federal funding to support completion of the Intercity Transit base expansion and rehabilitation 
project.  Construction on the north portion of the base site began during summer of 2020; that work is 
expected to be completed in late 2022 and rehabilitation of the existing maintenance building and final 
site work is anticipated to continue to mid-2025 on the south part of the site. 
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Service Description, 2021 
During 2021, Intercity Transit provided a variety of transportation services benefiting the residents and 
visitors of Thurston County. 
 
View Intercity Transit fixed route system map: 
https://www.intercitytransit.com/bus/system-map 
 
Fixed-Route Service 
In response to the COVID-19 pandemic, Intercity Transit significantly decreased its systemwide fixed-
route bus service during 2020; this decreased the number of routes from 22 to 18.  By the end of 2021 
Intercity Transit had restored roughly 75% of the pre-pandemic service.  The agency plans on gradually 
reinstituting those routes and restoring service to pre-pandemic levels, as operational resources allow.  
As of this writing, hours of service on weekdays are generally 7:00 a.m. to 10:00 p.m.; and 8:30 a.m. to 
10:00 p.m. on Saturdays and Sundays.  No service is provided on three national holidays (New Year’s 
Day, Thanksgiving Day, and Christmas Day). 
 

• Ridership:  In 2021 Intercity Transit recorded 2,321,035 fixed-route boardings, an increase of 
21.8% from 2020. 

  
ADA Complementary Paratransit Service 
“Dial-A-Lift” is the brand name of Intercity Transit’s complementary ADA Paratransit program, which 
provides door-to-door service for people with eligible limitations that prevent reasonable access to the 
fixed-route bus service.  Dial-A-Lift hours of operation reflect all fixed-route service — which includes no 
service on three national holidays. 
 

• Ridership:  In 2021 Intercity Transit recorded 113,898 Dial-A-Lift trips, a 19 percent decrease 
from 2020. 

 
The Travel Training and Bus Buddy programs also work with individuals to transition from paratransit 
service to fixed route or assist people with becoming comfortable riding a bus independently. 
 
Zero-Fare Program 
Intercity Transit stopped collecting fares for fixed-route and paratransit (Dial-A-Lift) trips in January 
2020, the start of a multi-year “zero-fare” demonstration project.  
 
Vanpool Services 
At the end of 2021, there were 138 Intercity Transit commuter vanpools in operation throughout the 
Puget Sound region — a decrease of 42 compared to the year prior. 
 
Intercity Transit staff promote the vanpool program to employers and individuals as well as facilitate 
group formation and provide defensive driver training.  Vanpool groups lease the vehicles on a monthly 
mileage basis and operate the vehicles independent of other Intercity Transit services; vans are 
generally in service weekdays, from 1:45 a.m. to 10:00 p.m. 
 

• Fares:  23% of the operating costs were recovered in 2021. 
[NOTE: IT suspended Vanpool fare collection in March 2020 due to the COVID-19 pandemic; 
comparatively, 28 percent of costs were recovered during 2020.] 

https://www.intercitytransit.com/bus/system-map
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• Ridership:  In 2021 Intercity Transit recorded 178,904 vanpool trips, which was a decrease of 

37% from 2020. 
 

• Ride-matching:  Intercity Transit is a member of the Washington/Oregon Rideshare network, 
which provides a computerized database of individuals interested in carpooling and vanpooling.  
Rideshare online is a free service to the user that was established in 1997.  The service enables 
commuters to make contacts throughout the region either through a toll-free call, over the 
internet, or via a local transit system.  

  
Service Connections, 2021 
In 2021, Intercity Transit provided connections with five other public transit operators, as well as 
Greyhound and Amtrak service: 
 

• Grays Harbor Transit (GHT):  Service between Aberdeen and west Olympia, and the Olympia 
Transit Center. 

• Mason Transit Authority (MTA):  Service between Shelton and west Olympia, and Olympia 
Transit Center. 

• Pierce Transit (PT):  Intercity Transit’s Olympia Express service connects with PT’s local service in 
Lakewood (Lakewood Station and SR 512 Park & Ride lot).  As of this writing Intercity Transit has 
suspended indefinitely and fixed-route express service to Tacoma Mall or the Tacoma Dome 
Station. 

• Sound Transit (ST):  Intercity Transit’s Olympia Express service connects with Sound Transit 
service in Lakewood (Lakewood Station and SR 512 Park & Ride lot).  From these locations, 
riders can transfer to Sounder passenger rail service, or ST Express buses, with service 
destinations that include Tacoma, Seattle and Sea-Tac Airport. 

• AMTRAK:  Intercity Transit Routes 64 and 94 provide regular service 7 days a week to the 
Olympia-Lacey Centennial Station, which offers access to 10 passenger rail trips each day. 

• Greyhound:  Connections to Greyhound bus service are available from the downtown Olympia 
Transit Center. 

• FlixBus:  Connections to FlixBus service are available from the downtown Olympia Transit 
Center.  FlixBus connections were introduced in August 2022; FlixBus is a regional and 
international bus service with a large network of destinations throughout the Pacific Northwest. 

• Rural Transit (R/T):  Connections from Intercity Transit fixed route service to R/T service are 
available primarily at the Tumwater Square stops.  R/T provides basic fixed route service 
throughout southern Thurston County. 

 
Park & Rides 
Intercity Transit fixed route service is available at the following park & ride lots: 

• Martin Way Park & Ride 
o Routes 62A, 62B, 65, The One, and Olympia Express 

• Centennial Station (AMTRAK) 
o Routes 64 and 94 

• SR 512 Park & Ride (Lakewood) 
o Olympia Express 
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Educational Sites 
Intercity Transit provides regular fixed route service to the Olympia and Lacey campuses of South Puget 
Sound Community College, Saint Martin’s University, and The Evergreen State College.  Additionally 
fixed route service is in walkable proximity to many public and private schools throughout the service 
area. 
  
Activities, 2021 
Significant agency activity during the year continued with ongoing capital facility project reviews.  The 
effort to limit agency use of non-renewable resources, reducing waste and pollution, promoting public 
stewardship, and protecting the natural environment as much as possible has been incorporated into 
training of all Intercity Transit staff.  
 
Capital projects involved the continuing effort to accommodate needed growth with a major expansion 
and frontage improvements at the Olympia Transit Center, as well as on-going construction of the 
Pattison base expansion and rehabilitation project.  Highlights of other agency efforts during the year 
included: 
 

• New Vehicles:  Intercity Transit received 13 replacement coaches for fixed-route bus service in 
2021. 

• Fixed-Route Transit Service:  As Intercity Transit continued rebuilding its transit service in 2021, 
fixed-route revenue service hours were increased by 48.5 percent. 

• New Shelters and Amenities:  Intercity Transit upgraded 46 bus stops throughout the system on 
a contract awarded in 2021 that is rolling over into 2022. Amenities included adding landing 
pads, solar lights, shelters, and pole-mounted benches.  Another contract for 123 bus stop pads 
is being awarded in August of 2022. 

• Land Use Planning coordination:  Intercity Transit is one of several local agencies involved in 
reviewing local land use permitting requests. Staff works with local community development 
and public works departments, planning commissions, as well as public and private developers 
to include access to public transportation through effective land use planning and urban design. 
During 2021, staff received and reviewed development notices and commented on several 
applications requesting specific transit amenities, including a new bus stop, shelter, or improved 
ADA access to an existing stop.  There remains on-going participation with local jurisdictions’ on-
road improvement projects, including regional projects for I-5 (JBLM, various interchanges) and 
U.S. 101.  The “Smart Corridor” and related transit signal priority demonstration project is also 
being developed for testing. 

• Village Vans:  In 2002, Intercity Transit began a grant-funded service called Village Vans to 
operate four vans intended to help meet work-related transportation challenges for low-income 
families.  Village Vans is an innovative program that leverages partnerships with the Washington 
Department of Employment Security, Thurston County Public Health and Social Services, South 
Puget Sound Community College, WorkSource Thurston County, Pacific Mountain Workforce 
Development Council, and other local service agencies whose programs are intended to help 
job-seekers or low-income families.  Over the course of 17 years Village Vans has been able to 
average 5,633 trip a year.  Throughout 2020 and 2021 the program was periodically suspended 
from service.  Village Vans staff provided assistance to a demand-response temporary service 
called Advanced Reservation, an alternative transportation option provided to the community 
to support transportation needs during the pandemic.  After reinstating service in July 2021, 
volunteers provided 1,525 rides.  Eight volunteer drivers secured employment; four at Intercity 
Transit, two in transportation, and three in other careers. 
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• Innovative Programs:  Intercity Transit continued its “Walk N Roll” youth education program 
throughout 2021, reaching an estimated 2,000 youth and families.  Walk N Roll partnered with 
North Thurston Public Schools and other youth organizations to encourage youth to ride transit 
to summer programs and activities.  IT created a webpage with transit information, a map of 
youth friendly destinations and resources specific to youth; offered virtual transit education and 
Rolling Classroom field trips through videos, presentations, and activities on our website; and 
provided bicycle safety education to 18 youth through our online Earn-A-Bike classes online and 
all students received a refurbished bicycle. 

• Transit Technology:  Intercity Transit continues to provide online trip planning for fixed-route 
service and participation in regional smart phone applications using “One Bus Away” for real-
time bus arrival information and trip planning.  With the implementation of a new CAD-AVL 
system in 2022, IT passengers will soon have the “My Stop Avail” Trip Planning and bus tracking 
functions available for use.  
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Section 3 – State and agency goals, objectives, and action strategies 
 

Plan Requirement – Identify your priority goals, objectives and strategies for the current year and next 
five years.  Identify which of your objectives and strategies support attainment of the transportation 
policy goals in RCW 47.04.280 and the Washington State Transportation Plan. 

 
 
Intercity Transit goals, objectives and strategies are updated annually with the review and adoption of 
the Strategic Plan.  Provided below are the specific goals and end policies (i.e. objectives and action 
strategies) taken from the 2022-2027 Strategic Plan and their correlation to the transportation policy 
goals published in the Washington State Transportation Plan. 
 
Goal 1 – Assess the transportation needs of our community throughout the Public Transportation 
Benefit Area. 
 

• End Policy – Intercity Transit Authority, staff, and the public will have access to clear and 
comprehensive information related to the transportation needs of our Public Transportation 
Benefit Area. 

 
Relevant State Goal(s): 
 

• Economic vitality – To promote and develop transportation systems that stimulate, support, and 
enhance the movement of people and goods to ensure a prosperous economy. 

• Safety – To provide for and improve the safety and security of transportation customers and 
the transportation system 

• Mobility – To improve the predictable movement of goods and people throughout Washington 
State. 

• Environment – To enhance Washington’s quality of life through transportation investments that 
promote energy conservation, enhance healthy communities, and protect the environment. 

• Stewardship – To continuously improve the quality, effectiveness, and efficiency of the 
transportation system. 

 
Goal 2 – Provide outstanding customer service. 
 

• End Policy – Customers, staff and the broader community will report a high level of satisfaction. 
 
Relevant State Goal(s): 
 

• Safety – To provide for and improve the safety and security of transportation customers and 
the transportation system 

• Mobility – To improve the predictable movement of goods and people throughout Washington 
State. 

• Environment – To enhance Washington’s quality of life through transportation investments that 
promote energy conservation, enhance healthy communities, and protect the environment. 

• Stewardship – To continuously improve the quality, effectiveness, and efficiency of the 
transportation system. 

 
Goal 3 – Maintain a safe and secure operating system. 
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• End Policy – Focus on the continual improvement for the safety and security of all customers, 

employees and facilities. 
 
Relevant State Goal(s): 
 

• Preservation – To maintain, preserve, and extend the life and utility of prior investments in 
transportation systems and services. 

• Safety – To provide for and improve the safety and security of transportation customers and 
the transportation system 

• Stewardship – To continuously improve the quality, effectiveness, and efficiency of the 
transportation system. 
 

Goal 4 – Provide responsive transportation options within financial limitations 
 

• End Policy – Customers and staff will have access to programs and services that benefit and 
promote community sustainability, focused on serving the mobility needs and demands of our 
community. 

 
Relevant State Goal(s): 
 

• Economic vitality – To promote and develop transportation systems that stimulate, support, and 
enhance the movement of people and goods to ensure a prosperous economy. 

• Mobility – To improve the predictable movement of goods and people throughout Washington 
State. 

• Stewardship – To continuously improve the quality, effectiveness, and efficiency of the 
transportation system. 

 
Goal 5 – Integrate sustainability into all agency decisions and operations to lower social and 
environmental impact to enhance our community and support the Thurston County Regional Climate 
Mitigation Plan 
 

• End Policy – Resources will be used efficiently to minimize the negative impact on the 
environment and the community and, to the extent feasible, efforts will be pursued that 
integrate or otherwise align with broader sustainability goals. 

 
Relevant State Goal(s): 
 

• Environment – To enhance Washington’s quality of life through transportation investments that 
promote energy conservation, enhance healthy communities, and protect the environment. 

 
Goal 6 – Encourage use of our services, reduce barriers to access and increase ridership 
 

• End Policy – Educate and encourage community members to explore, appreciate and utilize the 
benefits of our services and programs while making the system easier to use. 

 
Relevant State Goal(s): 
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• Economic vitality – To promote and develop transportation systems that stimulate, support, and 

enhance the movement of people and goods to ensure a prosperous economy. 
• Mobility – To improve the predictable movement of goods and people throughout Washington 

State. 
• Stewardship – To continuously improve the quality, effectiveness, and efficiency of the 

transportation system. 
 
Goal 7 – Build partnerships to identify and implement innovative solutions that address mobility 
needs and other critical challenges in our community such as access and equity as a service provider 
and as an employer. 
 

• End Policy – Work with governmental entities, educational institutions, businesses, and not-for-
profit community partners to understand our joint responsibility to facilitate great mobility 
options as well as educational and socio-economic opportunities in our community. 

 
Relevant State Goal(s): 
 

• Economic vitality – To promote and develop transportation systems that stimulate, support, and 
enhance the movement of people and goods to ensure a prosperous economy. 

• Preservation – To maintain, preserve, and extend the life and utility of prior investments in 
transportation systems and services. 

• Mobility – To improve the predictable movement of goods and people throughout Washington 
State. 

• Stewardship – To continuously improve the quality, effectiveness, and efficiency of the 
transportation system. 
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Section 4 – Local performance measures and targets 
 

Plan Requirement – Identify performance measures and targets that you use to evaluate performance of 
your system. 

 
 
The following safety goals were adopted and published in Intercity Transit’s Public Transportation 
Agency Safety Plan (PTASP) as of September 2020; the complete PTASP can be viewed at the following 
URL:  https://www.intercitytransit.com/sites/default/PublicTransportationAgencySafetyPlan.pdf 
 
Goal 1:  Safety Management Systems (SMS) to Reduce Casualties/Occurrences 
Use a Safety Management Systems framework to identify hazards, mitigate risk and reduce injuries and 
property losses. 
 
Goal 2:  Safety Management Systems (SMS) to Foster a Robust Safety Culture 
Foster Agency-wide support for transit safety by establishing a culture that holds Agency leaders 
accountable for safety and ensures all employees take an active role in securing transit safety; and 
cultivating a safety culture in which employees are comfortable and encouraged to bring safety 
concerns to the attention of Agency leaders. 
 
Goal 3:  Safety Management Systems (SMS) to Enhance System Reliability 
Provide safe and reliable transit operations by assuring that all vehicles, equipment and facilities are 
regularly inspected, maintained and serviced as needed. 
 
The following are the agency’s transit asset management targets, as contained in the 2021 National 
Transit Database (NTD): 
 

Rolling Stock – percent of revenue vehicles that have met or exceeded their useful life benchmark 
Asset 2021 Performance 2022 Target 
Bus 11.63% 7% 
Cutaway 51.85% 52% 
Minivan 3.51% 48% 
Van 100% 100% 

 
Equipment – percent of vehicles that have met or exceeded their useful life benchmark 
Asset 2021 Performance 2022 Target 
Automobiles 50% 50% 
Trucks and other Vehicles 38.89% 40% 

 
Facility – percent of facilities rated below 3 on the condition scale 
Asset 2021 Performance 2022 Target 
Passenger/Parking Facilities 0% 0% 
Admin/Maintenance Facilities 100% 100% 

  

https://www.intercitytransit.com/sites/default/PublicTransportationAgencySafetyPlan.pdf
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Section 5 – Plan consistency 
 

Plan Requirement – Identify steps that you have taken to ensure that your transit development plan is 
consistent with the local comprehensive plans adopted by cities, counties, and towns within your service 
area. 

 
 
Intercity Transit staff work closely with local and regional planners to coordinate changes to transit 
service.  However given the extensive impact to available labor, resulting from the COVID-19 pandemic, 
Intercity Transit remains at a reduced level of service.  Jurisdictional coordination is expected to 
continue on smaller projects, however no significant changes to service are expected beyond the 
gradual restoration of reduced service to pre-pandemic levels.  Intercity Transit’s adopted Long-Range 
Plan remains the primary publication and road map for changes to transit service and future transit 
projects.  The Long-Range Plan was developed in consultation with local Cities and Counties and remains 
the focal point for coordinated projects, beyond service restoration. 
 
Intercity Transit is represented and participates in regional transportation planning administered 
through the Thurston Regional Planning Council (TRPC), the Metropolitan Planning Organization (MPO) 
that includes the Thurston County Public Transportation Benefit Area (PTBA).  Through this participation 
Intercity Transit representatives coordinate transit involvement in planning efforts and construction 
projects receiving Federal transportation funding.  Moreover, Intercity Transit staff develop working 
relationships with jurisdictional colleagues that allow for routine coordination on lesser projects, or 
projects not receiving Federal funds. 
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Section 6 – Planned capital expenses 
 

Plan Requirement – Present your planned capital expenses for the current year and next five years, 
including rolling stock, facilities, equipment and infrastructure. 
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Section 7 – Planned Operating Changes 
 

Plan Requirement – Provide a yearly plan of changes to existing services that you have scheduled to 
occur within the plan horizon. 

 
 
For years 2022 – 2027 Intercity Transit intends to strive toward fulfillment of commitments contained in 
the adopted Long-Range Plan; this includes enhancements to local transit service in accordance with the 
voter-approved increase to local transit sales tax in 2018.  However, Intercity Transit continues to 
grapple significantly from the devastating disruption resulting from the COVID-19 global pandemic; an 
unexpected and severe circumstance that required Intercity Transit to suspend all fixed route transit 
service in Spring 2020, with continued gradual restoration.  For years 2022 – 2027 Intercity Transit 
expects to return fixed route (and corresponding Dial-A-Lift) service that was reduced or suspended.  
The primary variable in the restoration timeline is the successful hiring and retention of qualified bus 
operators.  As part of the ongoing restoration of service, Intercity Transit may make adjustments to 
certain routes or schedules; such adjustments are intended to reflect recent changes to travel patterns 
and behavior. 
 
The forecast of increases to service identified below are contingent upon the following assumptions: 

• The volume of Operators considered available-to-drive will not decrease significantly from 
September 2022 levels 

• Demand of unscheduled (i.e. Extra Board) operators will remain stable 
• Year-over-year increases to Operating labor will result in a sustainable net gain of approximately  

33,280 labor hours (or 16 FTEs). 
• Dial-A-Lift service, measured as a percentage of Fixed Route service, will gradually decrease and 

return to pre-pandemic proportions (i.e. 38-40%) 
 
2022 (as of September 2022) 

• Annualized fixed route revenue service hours: 200,133 
o 74% of pre-pandemic service levels 

 
2023 

• Increase fixed route annual revenue service hours to approximately 220,000 
o +20,000 hrs from 2022 
o 81% of pre-pandemic service levels 

• Continued restoration of fixed route service resulting from the COVID-19 pandemic: 
o Partial restoration of service span 
o Partial restoration of route frequencies 
o Proportionate increase in Dial-A-Lift (ADA paratransit service) 

 
2024 

• Increase fixed route annual revenue service hours to approximately 238,000 
o +18,000 hrs from 2023 
o 88% of pre-pandemic service levels 

• Continued restoration of fixed route service resulting from the COVID-19 pandemic: 
o Partial restoration of service span 
o Partial restoration of route frequencies 
o Proportionate increase in Dial-A-Lift (ADA paratransit service) 
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2025 

• Increase fixed route annual revenue service hours to approximately 256,000 
o +18,000 hrs from 2024 
o 94% of pre-pandemic service levels 

• Continued restoration of fixed route service resulting from the COVID-19 pandemic: 
o Partial restoration of service span 
o Partial restoration of route frequencies 
o Proportionate increase in Dial-A-Lift (ADA paratransit service) 

• Possible implementation of select long-range plan elements 
 
2026 

• Increase fixed route annual revenue service hours to approximately 275,000 
o +19,000 hrs from 2025 
o 101% of pre-pandemic service levels 

• Continued restoration of fixed route service resulting from the COVID-19 pandemic: 
o Partial restoration of service span 
o Partial restoration of route frequencies 
o Proportionate increase in Dial-A-Lift (ADA paratransit service) 

• Possible implementation of select long-range plan elements 
 
2027 

• Increase fixed route annual revenue service hours to approximately 295,000 
o +20,000 hrs from 2026 
o Implementation of select long-range plan elements 
o Proportionate increase in Dial-A-Lift (ADA paratransit service) 
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Section 8 – Multi-year financial plan 
 

Plan Requirement – Provide a multiyear financial plan that includes a capital investment program, 
operating financial plan, and cash flow analysis. 
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Section 9 – Projects of regional significance 
 

Plan Requirement – Identify regionally significant projects for inclusion in your regional transportation 
improvement program maintained by your regional transportation planning organization. 

 
 
2023 – 2026 Transportation Improvement Program (TIP) 
Viewable at the following URL: 
 
https://www.intercitytransit.com/sites/default/files/2022-06/Final-2023-
2026TransportationImprovementProgram.pdf 
 
Intercity Transit’s Transportation Improvement Program (TIP) or “Program of Projects” (POP) is an 
annually updated list of Intercity Transit’s program of funded and potentially funded projects that utilize 
federal funds.  The TIP includes projects programmed through the Thurston Regional Planning Council 
(TRPC) and the Puget Sound Regional Council (PSRC).  Projects with secured funds are incorporated into 
the Statewide Transportation Improvement Program (STIP). 
  

https://www.intercitytransit.com/sites/default/files/2022-06/Final-2023-2026TransportationImprovementProgram.pdf
https://www.intercitytransit.com/sites/default/files/2022-06/Final-2023-2026TransportationImprovementProgram.pdf
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Section 1: Purpose and Background  

 

INTRODUCTION 

 

Intercity Transit is the business name for the Thurston County Public Transportation Benefit 
Area (PTBA). The service boundary includes the urbanized areas of Lacey, Olympia, Tumwater, 
and Yelm. All services must be provided within the PTBA boundary with the exception of 
Vanpool Services, which may serve commuters who either begin or end their commute in 
Thurston County. 

 

The purpose of the Strategic Plan is to define levels and types of public transportation services 
offered over the next six years and to determine the amount and sources of the revenue to 
finance the services. The 2023-2028 Strategic Plan represents the outcome of a multi-year 
short-and long-range planning process. The planning process included a significant public 
engagement process which not only helped formulate the outcomes of the Short and Long-
Range Plan, which was adopted by the Authority in November 2018, but also culminated in the 
success of Intercity Transit Proposition 1 which was approved by voters on November 6, 2018.  
Goals and policy positions, capital program and services have been outlined for the six-year 
period. Each year the budget is reflective of the decisions made through this process. 

 

While the strategic plan has traditionally addressed funding issues around the ability to support 
service to our community, at this time it is the limitations in the labor market primarily 
impacting our ability to deliver service.  If the labor market remains status-quo it will take us 
years to return to pre-COVID levels of service, let alone proceed with our expansion plans.  The 
uncertainty in the labor market is compounded by high inflation, the increased cost of fuel, 
instability related to supply and delivery and the threat of a recession. 

HISTORICAL PERSPECTIVE 

 

The struggle to fund services requested by the community has been long standing.  While the 
economy and sales tax revenue recovered from the 2008 recession, it is still important to note 
that the loss of approximately $14 million dollars in sales tax revenue between 2008 and 2014 
had a long-term impact on our ability to fund programs and infrastructure.  That loss sales tax 
revenues in 2009 was 10% below 2008 levels and 13% below 2007 levels. Both 2010 and 2011 
sales tax revenues were essentially equal to the 2009 level. Sales tax recovered moderately in 
2012 with sales tax revenues approximately 1% above the level of the previous year. We saw 
sales tax growth in 2013 (3.8%), 2014 (4.1%), 2015 (9%), 2016 (9.36%), 2017 (5.71%), 2018 
(6.77%) and 2019 (40.56%).  The sales tax increase in 2019 represented the inclusion of 6 
months of income from the successful November 2018 sales tax election in which the previous 
rate of 8/10th of 1% was increased by 4/10ths.  While the economy became more stable, there 
remained the threat of another economic recession. And while the Washington State Supreme 
Court struck down Initiative 976 as unconstitutional in October 2020 there was concern 
regarding legislative action having a negative impact on state multi-modal funding.  Uncertainty 
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continued with the potential for an economic downturn due to the worldwide pandemic in 2020 
and 2021.  While monthly sales tax in 2020 fluctuated, we ended the year with 21% over our 
2019 figure. Sales tax for 2021 grew 16.20% over 2020.  It remains difficult to forecast future 
sales tax revenue which makes long-term planning a challenge as sales tax represents the 
majority of our budget. In addition to the volatility of sales tax, fuel pricing, and limited federal 
bus and bus facility programs makes planning for vehicle replacements, pursuing capital projects 
and maintaining service levels a challenge. In 2022, the promise of receiving both federal and 
state funding for transit projects was enhanced and bodes well for pursuing Authority initiatives. 

 
The first Strategic Plan adopted by the Intercity Transit Authority was the 2002-2007 Strategic 

Plan adopted in late 2001. The goal of the 2002-2007 Strategic Plan was to define and 

implement a set of routes and services that would be implemented by 2006, and which could 

be maintained with the proposed level of sales tax and other revenues.  
 
The 2002-2007 Strategic Plan required several bold initiatives including reducing the 

boundaries of the Public Transportation Benefit Area (PTBA) and doubling the level of sales tax 

devoted to public transportation. The boundaries were reduced in early 2002 to an area 
approximating the boundaries of the cities of Lacey, Olympia, Tumwater, and Yelm and their 
Urban Growth Areas. In September 2002, voters within the new PTBA approved an increase in 
the sales tax from .3% to .6%. This allowed the adoption of the service plan that expanded 
service over a 3-year period. 
 
Growth in sales tax revenue and lower than expected expenses in the 2003 to 2006 time-
period combined to allow an additional service expansion in 2008. An expansion of 

approximately 12% was implemented in February 2008. This was in addition to the service 
expansion identified in the 2002-2007 Strategic Plan. The major capital projects outlined in the 
plan were also completed. 
 
In 2002, the need for additional funding was driven by the passage of I-695 and the loss of 
Motor Vehicle Excise Tax (MVET) funding. The increase in sales tax essentially replaced this 
funding and allowed for a restoration of services. In 2009, the Authority again faced a 
significant reduction in sales tax revenue due to the steep economic downturn. Fares were 

increased 33% in January 2009, and the Authority requested voters consider a 0.2% increase 

in the sales tax in August 2010. This increase was approved by 64% of voters and allowed 
Intercity Transit to implement a modest service increase in February 2010 and to continue 
major capital projects. 

 
With the passage of the Federal FAST Act, there was more certainty regarding federal 
support through 2020 but the levels of funding remained below the previous funded 
levels. The Federal Bipartisan Infrastructure Program and the States Move Ahead 
Washington Program have increased funding dedicated to public transportation. Intercity 
Transit was awarded $1,301,607 for Thurston/Pierce Regional Connector Operating Funds, 
$2,153,000 for northbound ramp access at the Martin Way Park and Ride, $685,00 for BRT 
Project Development and Station Construction, $1,440,000 for “The One” BRT 
Demonstration Project, $2,611,970 for Special Needs/DAL Operating Funds, $2,275,344 for 
the purchase of eighteen DAL vehicles, $150,000 to operate DASH Service and $220,000 for 
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our Regional Vanpool Program in the 2021-2023 biennium.   

 
Construction at the Olympia Transit Center expansion, or OTC2, was completed in early 2020.  
Bringing a regional carrier, such as Greyhound, on site was envisioned with the construction of 
the original OTC facility but was beyond our financial means. The original facility served the 
community well and the number of passengers moving through the transit center outstripped 
its ability to serve its customer’s needs.  The accumulation of state and federal grants, and the 
dedication of local funds allowed for additional bus bays, covered passenger waiting areas, 
restroom facilities and space to support staff.  In 2022, Flix Bus joined Greyhound in the 
delivery of service from OTC2. 
 
A major challenge facing Intercity Transit for some time has been the cost to address significant 
capacity and aging concerns at the Operations/Maintenance/Administrative base facility so we 
could continue to provide service as well as address the growing needs of our community. The 

rehabilitation and expansion of the Pattison Street maintenance and operations facility has 

been delayed twice.  Once due to the passage of I-695 which eliminated approximately 43% of Intercity 
Transits funding and the second time due to the elimination of the Federal Bus and Bus Facility 
Program funding under the 2012 federal transportation legislation. One of the unfortunate 
results of the elimination of funding was the need to individually pursue needed rehabilitation 
work with local dollars. Doing so has been necessary but it was, unfortunately, more expensive 
to pursue projects individually rather than mobilize one effort.  An approximately eight-
million-dollar project to replace old underground storage tanks (UST), which no longer meet 
environmental standards, move the location of the vanpool fueling station to enhance site 
safety and increase the capacity of the bus yard was completed in 2018.   Two federal 
competitive grant award of $9.7 million dollars in 2018 and $11.3 million dollars in 2020 were 
incredibly helpful, and we feel so fortunate to have received them, however the soaring cost 
of construction means more local dollars are required to keep up with inflation. For the first 
time in its history, Intercity Transit considered bonding for capital construction. While 
construction is not yet complete, positive sales tax returns are negating the need to bond. The 
Administration, Operations, Fuel, Wash, Facilities and Youth Education portion of the Pattison 
Expansion and Rehabilitation Project is anticipated to be complete November 2022.  The 
award of approximately five-million dollars from the Washington State Legislature will help 
fund the next phase of construction which primarily involves the rehabilitation of the 
maintenance facility.   
 
The community has expressed the need to provide fixed-route and Dial-A-Lift services within 
our current boundaries to areas currently unserved. In addition, the community has requested 
we start service earlier, end later and increase frequency. The need for express service 
connecting Thurston, Pierce and King Counties continues to exist as does the need for connecting 
individuals from Lewis, Mason and Grays Harbor counties to the Puget Sound Region for medical care, 
education and employment opportunities. The elimination of all Pierce Transit express service in the 
highly congested I-5 corridor resulted in Intercity Transit adding additional trips starting in 
2011. This additional service significantly impacted Intercity Transit’s budget. It was hoped that 
Pierce Transit would resume service but to date there is no indication they will do so. Intercity 
Transit will continue to seek support from the state to help finance this vital connection. 
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PLAN ORGANIZATION 

 
The plan is structured as follows: 

• Section 1 describes Intercity Transit’s Strategic Plan efforts beginning in 2001 and 
continuing with the development of this plan covering the period 2022 through 2027. 

• Section 2 defines Intercity Transit’s role in our community, and the Mission and Vision 
Statements. Key principles defining the levels and types of service needed by the 
community are also presented. 

• Section 3 identifies policy issues facing Intercity Transit today and over the next six years. 
Specific actions are stated for each issue. These actions include actions to take place in 
2022 and actions for the 2023 to 2027 time-period. 

• Sections 4, 5 and 6 are addressed in the Long-Range Plan approved in November 2018.   

BACKGROUND 

 

In January 2000, the funds Intercity Transit received from the Motor Vehicle Excise Tax (MVET) 
were eliminated. Intercity Transit received approximately $8 million per year or 43% of its 
revenues from this source prior to 2000. Intercity Transit acted quickly to respond to this loss 
of revenue. In March 2000, Intercity Transit reduced the amount of service by over 40% and 
reduced its workforce by the same level. In May 2000, the Washington State Legislature 
provided a one-time allocation of funding to help transit systems adjust to the loss of MVET 
funds. Intercity Transit used this funding, approximately $2.8 million, to reinstate Sunday 
service and some other services. The net reduction in service after this restoration was 35%. 

The level of service restored in May 2000 required expenditures above the revenue provided 
by the local sales tax and other sources. The Intercity Transit Authority elected to operate a 
level of service that could be maintained for three years by drawing from reserve funds. This 
three-year period would be used to determine if the Legislature would restore some level of 
funding and to work with the community to determine the appropriate levels of service and 
funding for Intercity Transit. 

 
Intercity Transit worked with the Thurston Regional Planning Council, the Transportation 
Policy Board, the Intercity Transit Community Advisory Committee, and the Intercity Transit 
Authority to develop a Strategic Plan for Public Transportation service in Thurston County. 
This Strategic Plan was adopted in early 2002. It addressed the role Intercity Transit should 
play in the community, and the levels and types of services that should be provided. The 
service improvement and capital programs included in this plan were implemented in three 
phases with the third phase completed in February 2006. 

 
The Authority updated the Strategic Plan in 2006 and included additional service 
improvements in February 2008. This was possible due to the significant increases in sales tax 
revenue and ridership between 2003 and 2008. The need for an additional service change was 
anticipated in 2010 or 2011; however, it was recognized this would be dependent on the state 
of the local economy and growth in sales tax revenue. In 2008 there were sharp increases in 
fuel prices to over $4.00 per gallon. This increased ridership by over 18% in 2008 while also 
sharply increasing the cost of fuel in terms of our expenditures. The Authority reacted to this 
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cost increase by increasing fares 33% on January 1, 2009. The economy saw a significant 

downturn in 2009 with sales tax revenue dropping over 12% in a single year.   
 
The reduction in sales tax revenue resulted in Intercity Transit facing a 22% reduction in service 
without an increase in revenue. The Authority considered a sales tax increase as part of the 
2009–2014 Strategic Plan but delayed the election until a later date. The issue was considered 
again as part of the 2010-2015 Strategic Plan, and the Authority elected to place a 0.2% sales tax 
increase on the August 2010 ballot. The measure was approved by the voters with a 64% 
positive vote. This allowed current service to be maintained and a 3% service increase in 
February 2011. Additional service changes occurred in 2011 to address the elimination of 
express service to Thurston County by Pierce Transit, to eliminate unproductive Dash service 
and to revise several routes to address on-time performance issues. The net result of these 
additional service changes was a very small increase in revenue hours. 

 
In July 2012, MAP-21, the federal transportation authorization bill, provided formula allocated 
funding for Intercity Transit but eliminated discretionary funding for major capital projects and 
revenue vehicles. Previous Strategic Plans assumed the Pattison Street Maintenance, 
Operations and Administrative facility renovation and expansion as well as new buses would be 
primarily funded at 80% with federal discretionary funding. That was totally disruptive to our 
historical funding model requiring we dedicate significantly more local dollars to capital 
expenses. In December 2015, the federal FAST Act restored a portion of the bus and bus 
facilities dollars but at a far reduced level. 
 
Even with limited federal bus and bus facility funding, the Authority directed staff to seek both 
state and federal funding to pursue the completion of the Pattison Street facility renovation 
and expansion; a project for which initial planning began in 1998. In the 2017 legislative 
session, Intercity Transit was awarded $2 million through the Regional Mobility Grant 
competitive process to complete final design. As part of our 4-year grant application, and with 
the approval of the 2019-2021 state legislature, Intercity Transit receive $3.9 million for 
construction of the Pattison Street facility renovation and expansion project. In addition, many 
years after the state and the City of Olympia ended our funding partnership for DASH services, 
the state legislature approved a one-year grant in the amount of $375,000 to operate the 
service in 2016/2017.  The state legislature renewed that funding partnership in the 
2017/2018 and 2019/2021 legislative session. Much of the later service was disrupted due to 
COVID-19. 
 
Intercity Transit submitted a $12 million request for federal Bus and Bus Facility funding in 
August 2017. This is an extremely competitive grant with $201 million dollars available 
nationwide. Intercity Transit was granted $1,375,000 through this process.  Intercity Transit 
submitted another grant in 2018 and received one of the largest grants in the nation at $9.7 
million dollars.  Again in 2020, Intercity Transit received one of the largest grants in the nation 
at $11.3 million dollars. 
 
In the 2018 Washington State Legislative Session, Intercity Transit received authority to 
request an additional 3/10th of 1% in sales tax with a vote of the people.  After a two-year 
community conversation to ascertain the desires of the community in regard to what they 
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wanted their public transportation system to look like, the Authority authorized the remaining 
1/10th and the newly acquired 3/10th on the November 2018 ballot.  The measure was 
approved by 65.54% of the voters.  Service enhancements began in December 2018 increasing 
service by 25.3% through March 2020.  COVID-19 significantly disrupted transit service. The 
September 2021 service change provided approximately 79% of our pre-COVID level of service.  
Labor shortages continue to hamper return of services. 

MISSION STATEMENT 

 
The completion of the 2002 Strategic Plan led the Intercity Transit Authority to review the 
agency’s mission and vision statements, originally adopted in 1996. 

 
The Authority discussed key ideas that should be included in the mission statement, and in 
August 2006, adopted a draft statement. T he Authority adopted a final statement in 
September 2006, with revisions in 2010. The mission statement is reviewed annually. 

 
“Our mission is to provide and promote transportation choices that support an accessible, 
sustainable, livable, healthy and prosperous community.” 
 

VISION STATEMENT 
 
“Vision” and “Mission” are often confused and sometimes used interchangeably. However, 
there are important differences. The Mission Statement outlines why an organization exists. 
The Vision Statement reflects what organizational success looks like. It serves as our guide to 
action. It is consistent with the organization’s values. It challenges and inspires us to achieve 
our mission. 

 
The Authority, in tandem with the revision of the mission statement, drafted a new Vision 
Statement, and subsequently adopted the following Vision Statement for Intercity Transit. The 
vision statement is reviewed annually. 
 
“Our vision is to be a leading transit system in the country, recognized by our peers, 
community and customers for our well-trained, highly motivated, customer-focused, 
community-minded employees committed to enhancing the quality of life for all in Thurston 
County.” 
 

GOALS AND END POLICIES 

 
The Intercity Transit Authority adopts a new set of goals each year. These goals continue to be 
clarified and the list expanded upon. These goals are listed below: 

 
Goal 1 –Assess the transportation needs of our community throughout the Public 
Transportation Benefit Area. 

 
End Policy - Intercity Transit Authority, staff, and the public will have access to clear and 
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comprehensive information related to the transportation needs of our Public 
Transportation Benefit Area. 
 

Goal 2 - Provide outstanding customer service. 

 
End Policy – Customers, staff and the broader community will report a high level of 
satisfaction. 

 
Goal 3 - Maintain a safe and secure operating system. 

 
End Policy – Focus on the continual improvement for the safety and security of all 
customers, employees and facilities.  
 

Goal 4 - Provide responsive transportation options within financial and staffing limitations. 

 
End Policy - Customers and staff will have access to programs and services that 
benefit and promote community sustainability, focused on serving the mobility needs 
and demands of our community. 
 

Goal 5 – Integrate sustainability into all agency decisions and operations to lower social and 
environmental impact to enhance our community and support the Thurston County Regional 
Climate Mitigation Plan.  

 
End Policy - Resources will be used efficiently to minimize the overall impact on the environment 
and community, and to the extent possible efforts will be pursued that integrate or 
otherwise align with broader sustainability goals. 

 
Goal 6 – Encourage use of our services, reduce barriers to access and increase ridership. 

 
End Policy – Educate and encourage community members to explore, appreciate and 
utilize the benefits of our services and programs while making the system easier to use. 
 

Goal 7 – Build partnerships to identify and implement innovative solutions that address 
mobility needs, access, and equity, as a service provider and as an employer.  
 

End Policy – Work with governmental entities, educational institutions, businesses, not-for-
profit community partners and customers to facilitate great mobility options as well as 
educational and socio-economic opportunities in our community.  
 

Goal 8 – Integrate resiliency into all agency decisions to anticipate, plan, and adapt given the 
critical functions of transit operations. 
 

End Policy - Promote community, organizational and individual resiliency.  
 

INTERCITY TRANSIT’S ROLE IN THURSTON COUNTY 
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Intercity Transit is the leader, major advocate, and prime source of information for 
public transportation in Thurston County. In this capacity, we are charged to balance 
several important functions: 
 

• Providing primary transportation for people without access to a single-occupant vehicle or 
the ability to operate a single-occupant vehicle, including those with a physical or mental 
disability; 

• Offering high-quality transportation choices for people with multiple options, including 

those with access to one or more single-occupant vehicles, or the ability to walk or bicycle; 
• Facilitating access to employment and stimulating economic growth; 
• Serving as a partner in building livable communities; and, 

• Being a ready resource able to respond to community emergencies. 

 
We do this by providing effective and efficient services maximizing the public benefit from 
invested resources. This is done by: 
 
• Regularly evaluating the performance of all services and balancing life-line services with the 

allocation of resources to those that generate the greatest number of riders per unit of 

invested resources;  
• Pursuing new investments in community resources including capital facilities and 

intelligent transportation systems that will allow better use of transportation resources; 
• Supporting efforts by local jurisdictions that encourage transit supportive development; and, 
• Striving to expand services to keep pace with the community’s growth and to address 

unmet transportation needs in the community. 

INTERCITY TRANSIT’S FOCUS ON PERFORMANCE 
 
Major housing and commercial developments are occurring on the edges of our service area 
and “infill” development is occurring. This places increasing demands upon Intercity Transit. 
Residents of developing neighborhoods and commercial areas request new bus routes. Those in 
established neighborhoods want existing services to operate more frequently and increase 
the span of services, starting earlier in the morning and ending later at night. Regional 

commuters increasingly look to Intercity Transit as a way to avoid having to drive on the 
region’s crowded freeways. Ridership, on the other hand, initially slowed in 2009, grew again in 
2011 as local and national economies continued to decline and set a new annual record in 
2012. Since then, with a 25% increase in fares in 2013, lower fuel costs and lower enrollment 
at local colleges, ridership has declined. By the end of 2016, 2017 and 2018 fixed route 
ridership dropped 3.96%, 4.6% and 4.1% respectively. With the implementation of some new 
service in 2019, ridership rose 7%. With the implementation of zero-fare service, ridership 
rose 19.8% in January 2020 over January 2019 and 39.3% in February 2020 over February 
2019.  COVID measures, which included state and federal directives to limit transit to essential 
trips only and limit the capacity per trip to allow for social distancing reduced ridership.    We 
ended 2020 down 52.7% from our February 2020, pre-COVID ridership and ended 2021 
gaining 15.6% back. By the third quarter of 2022, DAL ridership had returned to 80-85% of 
pre-COVID ridership. Fixed route consisted of 74% service and approximately 60% of our 
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February 2020 ridership.  
 
Demands for service is higher than our ability to provide it, forcing difficult choices for 
community members and the agency. Intercity Transit focuses on productivity, measured by 
the passengers per revenue hour on a route, as the best way of determining service 
effectiveness and for allocating available resources. This focus on performance forms the 
basis for numerous established policies and is continued by this plan. However, there is 
recognition by the Authority that this focus on productivity must be balanced with the issue of 
coverage and life-line services. 
 
There are some areas of the PTBA that are difficult to serve, and routes serving these areas may 
never reach the productivity level of other Intercity Transit services. The Authority must 
continually determine if certain portions of the PTBA will receive service regardless of 
productivity of the route serving the area. 
 

DESIGN PRINCIPLES FOR THE NEXT SIX YEARS 
 
In developing recommendations for the Thurston County Public Transportation Benefit Area 
(PTBA), we identified seven general design principles. These principles guide development of a 
public transportation system appropriate for our PTBA over the next six years.  These 
principles provided guidance to the development of a Short and Long-Range Service Plan. 

 
Design Principle #1 
Operate a range of services, each designed to meet the needs and capabilities of 
the neighborhoods it serves. 

 
Intercity Transit traditionally employs a route classification scheme that matches service levels 
to the characteristics of the neighborhoods being served. In the past, local fixed-route services 
were divided into five general groups – trunk, primary, secondary, rural, and circulator routes. 
Circulator routes are those routes designed to serve major activity centers or downtown areas 
such as the “Dash,” which serves downtown Olympia and the Capitol Campus. 

 

Design Principle #2 
Strengthen service operating along major corridors. 

 
Over two-thirds of Intercity Transit’s fixed-route patronage is recorded on the system’s trunk 
routes. This fact reflects the high concentrations of housing, employment, and commercial 
activity along the corridors they serve. Our goal is to provide more frequent service, later 
night service and expanded weekend service along the key corridors. This is designed to make 
transit easy and convenient to use, and competitive with automobile usage when traveling in 
the major corridors. 

 
Design Principle #3 
Reduce customer travel times. 
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It is very difficult for public transportation to compete with auto travel times. Whether they 
ride local fixed-route service or use vanpools or express buses, patrons must typically go to a 
centralized pickup point, wait for a prearranged departure time, and are then further delayed 
whenever other patrons get on or off. This all affects the competitiveness of public 
transportation. 

 
Strategies to reduce travel time include: 
 

• Express services; 

• More frequent service; 

• Priority treatments for transit vehicles; 
• More direct services linking major points of origin and destination; and, 

• Fare policies that speed boarding times. 

 

Design Principle #4 
Keep pace with development. 
 
New development is taking place outside Intercity Transit’s core of urban services. 
Developments in the Northeast Lacey, Hawks Prairie, South Tumwater, Briggs Nursery, and 
Kaiser Road areas hold special challenges for Intercity Transit, because bus travel times tend to 
be long and service levels are low. If Intercity Transit does not effectively serve these major 
developments, we will reduce the number of residents who can realistically use public 
transportation. Intercity Transit should continue to support quality infill projects, and the 
strengthening of existing downtown and employment areas that take advantage of existing 
public transportation services. At the same time, system plans should provide for new services 

that reach out to major new developments outside our traditional service area. To date, lack of 

equipment and operating funds have limited our ability to provide service.  With the passage of 
Proposition 1 and getting beyond COVID and the current limited supply of labor, Intercity 
Transit can begin to explore effective and innovative ways to deliver service. 
 
Design Principle #5 
Expand regional express routes. 

 
Thurston County is becoming more closely linked to the Central Puget Sound region. Citizens 
have suggested commuter rail service be established between Tacoma and Thurston County, or 
that Thurston County join Sound Transit. While both projects are outside the six-year 
timeframe of this plan, Intercity Transit recognizes the need to improve inter-county travel 
opportunities. For now, that need is most appropriately addressed through expanded express 
bus, vanpool and ridesharing services. The Lakewood Center Park-and-Ride facility, the Martin 
Way Park-and-Ride lot and the Hawks Prairie facility significantly increased available parking for 
these services.  

 
Design Principle #6 
Support a range of transportation choices. 
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Because fixed-route transit services consume the largest part of Intercity Transit’s budget, that 
segment of our overall operations receives the most attention in Agency plans. At the same 
time, fixed-route service represents only one part of Intercity Transit’s overall product mix. 
Greater opportunities to use transportation options like walking and bicycling helps Intercity 
Transit provide better public transportation services by offering more means for customers to 
reach its routes and facilities. Increased use of transportation options also serves two of the 
major purposes of public transportation, reducing traffic congestion and air pollution. Initiatives 
include: 
 
• Intercity Transit will continue to support and expand its vanpool and ridesharing 

 programs. Together, these services already support significant reductions in travel by 
single-occupant vehicles at a modest public cost per passenger trip. 

• Intercity Transit will continue to promote bicycling, walking, ridesharing, vanpooling 
and telecommuting as better options to driving alone. All of these modes 
complement public transportation use and can help Intercity Transit pursue its 
mission and fulfill community goals. 

• Intercity Transit will continue to support public and private sector initiatives that 
encourage multiple mode usages. Intercity Transit should continue to review and 
comment on community plans and proposed developments, highlighting ways both can 
better support all transportation modes, instead of solely single-occupant vehicles.  

• We should also support ongoing Commute Trip Reduction and Transportation Demand 
Management efforts being pursued by the state and local jurisdictions. Additionally, 
Intercity Transit should demonstrate its commitment to these efforts by advocating the 
importance of commute trip reduction to our own employees. 

• Intercity Transit will monitor potential benefits and risks associated with ride share 
programs, autonomous vehicles and other changing technology that could impact 
ridership or provide new opportunities for implementing first and last-mile strategies. 

• Intercity Transit will work diligently to remove barriers to transit access and encourage 
use.  This includes offering faster service in high-density corridors, increasing frequency 
on high-use routes, adding service to growing neighborhoods and employment centers, 
eliminating fares for fixed route and DAL, simplifying the fare structure for DAL, and other 
measures as appropriate. 

 
Design Principle #7 
Provide fixed facilities and equipment that support the region’s public transit infrastructure. 

 
Effective public transportation demands an investment in capital facilities that promotes 
customer comfort, speeds travel and increases safety. To succeed, express services need 
adequate park-and-ride capacity, equipment and technology that allow integration with 
regional transit systems. And local services need ADA compliant stops, shelters and customer 
information. The entire system needs reliable, safe and efficient equipment. The capital 
improvements that are identified in Chapter 5 attempt to fulfill these needs. 

Section 2: Intercity Transit Policy Positions  
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The Intercity Transit staff worked with the Intercity Transit Authority to develop a list of policy 
issues that face Intercity Transit during this six-year plan. These issues fall into five general 
categories: 
 
• Fixed Route Service and Service Design 

• Capital Investments 

• Financial 

• Other Intercity Transit Services 
• General Policy Issues 

 
The issues and list of actions are presented below. These actions are reviewed on a yearly 

basis.  This year the Authority directed staff to develop a work plan and budget recognizing 

that flexibility would be necessary to respond as the COVID-19 situation evolves. COVID-19 

has already delayed actions contained in our long-range plan and will impact those plans into 

2023 and likely beyond. The Authority directed staff to take a more conservative approach 

until more is known regarding the labor market and economic outcomes. 

 
1.   Should Intercity Transit maintain service levels in 2023 or consider new or expanded local 

transit services needed to serve the growing population? 
 

• Continue to focus on the restoration of service to pre-COVID-19 levels.  
• Proceed with the implementation of the Long-Range Plan recognizing that COVID-19, 

and in particular impacts to the labor market, is delaying our forward momentum. 

 
2.   What is Intercity Transit’s role in providing regional mobility? 
 

• Continue to seek grant funds to deliver service between Thurston and Pierce 
Counties.  

• If grant funds, or a partnership with Pierce Transit, are not available to support this 
service, the Authority should consider whether or not to pay for continued service 
between Thurston and Pierce County.  

• Consider streamlining service to, but not within, Pierce County. This would 
eliminate duplicative regionally provided trips and eliminate Intercity Transit 
operating zero-fare service within Pierce County.   

• Focus on priority movement for transit which promotes “passenger” or “people” 
through-put as opposed to “car” through-put.    

• Continue to participate in regional transportation planning efforts.  

  
3.   What role should Intercity Transit play in serving the core areas of the Olympia, Lacey, 

and Tumwater? 

 
• Proceed with the implementation of the Long-Range Plan recognizing COVID-19, 

and in particular impacts to the labor market, may continue to delay forward 
momentum. 

• Promote strategies to remove barriers to utilize of our services. 
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• Recognize that while more than 90% of those that ride the bus do so within the three 
urban cities, that does not preclude the provision of enhanced services to Yelm.  

 
4.   Is there a role for local express service in the current service area? 

 
• Pursue project planning and funding for bus rapid transit light and all associated 

projects. 
 

5.   Should transit priority measures – signal priority, queue bypasses, bus lanes – be 
considered? 

 
• Take an active role in land use planning efforts to advocate development which 

supports transit and other active transportation choices.  
• Partner with local jurisdictions to implement signal priority to enhance the safety, 

speed and reliability of bus movement.  
• Partner with Thurston Regional Planning Council and our local jurisdictions to 

develop our high-density corridors into “smart corridors.”  
• Explore improvements to corridor travel to improve access to transit stops.  
• Focus on coordinated emergency management response. 

 
6.   Should Intercity Transit pursue efforts to coordinate service with local school districts? 
 

• Continue the Youth Education Program within the guidelines of public health and 
school district directives. 

• Expand our creativity and coordination with school districts, youth and our 
community as a whole to teach skills for safe walking, biking and transit use.  

• Partner with districts to identify any and all potential coordination opportunities. 
• Continue to focus our programmed activities to areas within our PTBA. 

 
7.   What level of passenger infrastructure (bus shelter, benches, lighted stops, passenger 

information) is appropriate? 
 

• Recognize the experience of riding the bus begins before one boards the bus. 
• Prioritize bus stop improvements by the level of passenger activity. 
• Emphasize stops located on major corridors as well as stops located near facilities 

serving elderly persons and those with special transportation needs. 
 
8.   What additional investments in technology should be made beyond the current Advanced 

Communications System project? 
 

• Monitor and focus on improvements to the website, GovDelivery, and other 
customer communication tools. 

• Continue to evaluate our Information Systems functions. 
• Pursue enhancements to our fleet and systems management software to enhance 

efficiency and operations. 
• Actively explore new and emerging technologies proven to increase efficiency, 

effectiveness, safety, cost-savings, enhance the customer experience and follow a 
pathway to better environmental outcome. 
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• Focus on emergency management response and continuity of operations. 

 
9.   Should the vanpool program continue to expand to keep pace with demand? 

 
• Focus on outreach and education. 
• Build partnerships to support business and enhanced employment opportunities.  
• Pursue grants as appropriate.   
• Dependent upon public health directives, continue to promote strategies to remove 

barriers and increase ridership. 
• Monitor the results of the new fare structure. 

 
10. Are there capital purchases or other projects that are needed to allow future growth?  
What is the appropriate timeline for these projects? 

 
• Continue to finalize design, pursue permitting and construct the Pattison Street 

Facility Rehabilitation and Expansion project. 
• Continue to pursue grant funding to support our capital and operational needs.  
• Explore, define and pursue funding for capital facilities necessary to facilitate the 

delivery of service in accordance with the Long-Range Plan. 
• Develop a long-term capital funding plan.   

 
11. Should Intercity Transit pursue additional park-and-ride facilities? 

 
• Continue to partner with local jurisdictions and the Washington State Department 

of Transportation regarding potential locations for park-and-ride facilities.   
• Pursue joint use agreements as necessary to secure park-and-ride space to support 

ridesharing, express bus and local transit services. 
• While additional park-and-ride locations are likely needed, this plan urges caution 

in dedicating capital funds for additional park-and-ride facilities at this time. 
• Encouraging the creation of HOV lanes, seek funding to support direct highway 

access from Park-and-Rides and other alternatives to support ridesharing, express 
bus and local transit services. 

 
12. How do Village Vans, Community Vans, the Surplus Van Grant and Discounted Bus Pass 

programs fit into Intercity Transit’s future plans? Are there other programs of this type 
that should be considered? 

 
• Continue support for the Village Vans, Surplus Van Grant and the Community 

Van programs. 
• In conjunction with the zero-fare demonstration project, discontinue the 

Discounted Bus Pass Program. 
• Seek replacement funding for the continuation of the Village Vans Program. 

 
13. Are our services – Dial-A-Lift, Travel Training, and Accessible Fixed-Route Buses adequate 

to serve persons with disabilities? 
 

• Continue to focus on the Travel Training and the Bus Buddies program. 
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• Explore alternative service delivery methods to enhance productivity and reduce 
program costs. 

• Pursue improvements in software and use of technology to improve productivity 
and service. 

• Attempt to control growth so it doesn’t impact our ability to deliver all services. 
• Focus on obtaining grant funds to ensure adequate resources to serve this growing 

population. 
• Continue the effort to make all bus stops accessible and to provide shelters and 

other amenities at stops serving persons with disabilities. 
• Apply the principles of Universal Design to all capital purchases and projects, and 

explicitly consider accessibility and usability for the widest range of individuals 
when evaluating equipment and technology. 

 
14.  Is the current fare policy appropriate? 

 
• Continue to implement our zero-fare demonstration program. 
• Defer capital investment for new fare collection systems to replace old, obsolete 

systems pending assessment of zero-fare demonstration. 
• Use zero-fare demonstration to promote our mission to support an accessible, 

sustainable, livable, healthy and prosperous community. 
• Track internal and external results associated with the zero-fare demonstration. 
• While our focus has, from necessity, been altered by the COVID-19 public health 

crisis, we will continue to focus on removing barriers to accessing Intercity Transit 
services to increase ridership (when appropriate), improve speed and reliability of 
service, attenuate increasing congestion, improve the environment, enhance 
community health, improve equity and access, retain and recruit business, and 
enhance educational opportunities.   

• Enhance community resiliency by reducing personal transportation expenses to 
address other needs. 

• Monitor regional fare collection system replacement (ORCA) during the zero-fare 
demonstration project. 

• Evaluate and promote system viability and user safety. 

 
15. Should Intercity Transit’s planning for the next six years be financially constrained? 

 
• Yes. Monitor and evaluate economic outcomes and how that might impact our 

finances. 
•  Implement service consistent with the long-range plan, continuing to closely 

monitor revenue collections, operational costs and capital programs.   

 
16. What role should Intercity Transit play in local transportation projects-Commute Trip 

Reduction, Youth Education Programs and the Bicycle Commute Challenge? 

 
• Work with the Thurston Regional Planning Council, the State of Washington and 

the affected local jurisdictions to improve the Commute Trip Reduction Program. 

• Pursue relationships with private employers to educate about the benefit of transit 
and other active transportation options to better serve their needs and the needs of 
their employees. 
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• Pursue grants to assist in implementing youth and senior programming. 

• Continue to support cycling safety, bike maintenance, the Bicycle Commuter 
Challenge and find additional sources for bike donations. 

• Continue to find ways to be of more benefit to the community through our 
outreach programs. 

• Market active transportation to youth and our senior population. 

 
17. Should Intercity Transit’s current marketing approach and level of effort be continued? 

 
• Focus on strategic community outreach, engagement, messaging and use of 

available channels to educate and develop our markets. 
• Improve the website to better serve our various constituents and be a relevant 

business and communications tool for the agency. 
• Intercity Transit should continue to pursue customer information technology to 

enhance the customer experience and support service. 

 
18. What steps should Intercity Transit take to reduce emissions and the negative 

environmental impacts of our operations? 

 
• Dependent upon public health directives, promote strategies to increase ridership. 

• Take an active role in land use planning efforts to advocate development which 
supports transit and other active transportation choices.   

• Deliver robust and connected service in support of the long-range service plan.  

• Replace older, less efficient equipment and facilities when practicable.  

• Continue to research and pursue equipment, facilities, and process improvements in 
light of their social, economic and environmental impacts as practicable.   

• Utilize environmentally friendly materials and chemicals, and require vendors and 
contractors to do the same, to the maximum extent possible.  

• Seek to reduce waste production as well as energy and water usage. 
• Continue to partner with Thurston Green Business and Puget Sound Energy’s 

Green Power program. 

• Pursue alternative fuels studies addressing vehicles and infrastructure. 

• Participate in planning activities, as appropriate, and embrace regional efforts to 
develop and implement climate mitigation actions. 

 

19. What is Intercity Transit’s policy related to expansion of the Public Transportation Benefit 

Area? 
 

• Maintain the current policy which is not to expand the PTBA. 

• Focus on delivering enhanced service within the existing boundaries, then serve areas 
within the existing PTBA which currently are not served. 
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• Consider annexation of new areas only if it doesn’t negatively impact existing and 

promised services and only if representatives of these new areas can demonstrate a 

majority of support in the area to be annexed. Those representatives may then 

request the Authority take steps to hold an annexation election. 

•  

•  Section 3: Recommended Service Plan   

SERVICE RECOMMENDATIONS 

 

The November 2018 Authority approved Short and Long-Range Plan identifies service principles 
and priorities for the future.  COVID-19 has required the agency to pause in our expansion 
plans, respond to the best of our ability during the public health crisis and keep our eye on 
restoration and the continuation of those long-range plans. Currently the labor market is 
impacting our ability to return to pre-COVID levels of service. The uncertainty in the labor 
market is compounded by high inflation, the increased cost of fuel, instability related to supply 
and delivery and the threat of a recession.  Due to these factors specific timeframes related to 
return of services are difficult to identify. 

Section 4: Capital Plan and Other Plan Elements                        

 

Intercity Transit will continue to pursue the rehabilitation and expansion of the Pattison 
Street Facility, enhancements at bus stops, transit centers, and park-and-rides and the 
technical advancements identified in this plan and in the 2023 budget.  

Section 5: Financial Plan   
 

FINANCING THE STRATEGIC PLAN 
 
The potential long-term economic realities related to COVID-19 and the current stress in the 
labor market, inflation and the threat of a recession, loom large in every conversation regarding 
funding.  While our intent is to move forward cautiously, the goal of the 2023-2028 Strategic 
Plan is to implement capital improvements and a level of service which can be sustained for the 
foreseeable future. While Proposition 1 allowed for substantial growth in fixed-route service, 
the previously unprecedented growth rate in DAL will eventually challenge our ability to deliver 
both services.  Studying our existing circumstances and monitoring our Long-Range DAL plan is 
essential.   
 
Another significant expense is the procurement of a replacement Enterprise Resource Planning 
software system.  This priority project is scheduled at the conclusion of the agency-wide, 
resource intensive replacement of our computer automated dispatch, vehicle location, 
automated passenger counters, on-board annunciation systems and new back-up radio system.  
 
The approval of Proposition 1 has allowed us to replace vehicles that were beyond their 
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expected life cycle and purchase expansion vehicles to deliver expanded services.  The 
challenge is supporting the cost of significant vehicle purchases in a short period of time. The 
agency will again face this challenge and need to be prepared to pay for these vehicles when 
they meet their replacement lifecycle. One of our 2021 coach builds was delayed by several 
months allowing us to better define economic outcomes. They have since been delivered. Our 
2021 DAL purchase was postponed pending available grant funds and the results of sales tax 
returns.  We are expecting longer lead time, and likely a larger price tag, associated with DAL 
builds associated with COVID related supply delays and inflation. 
 
Another challenge for Intercity Transit is the expense associated with the renovation, 
expansion and replacement of the original Pattison Street operations, maintenance and 
administration facilities.  Ensuring they are built to meet the needs of our growing community, 
as well as supporting the county-wide emergency response and continuity of operations plans 
is an expensive but necessary venture.   
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WELCOME!

Welcome to Dial-A-Lift, Intercity Transit’s shared ride, door-to-door paratransit service for 
people with a disability that prevents them from using regular fixed-route services. We’re 
here to help you get to where you need to go! 

Intercity Transit operates fixed-route, fixed-schedule bus service in the Olympia, Lacey, 
Tumwater, and Yelm areas. All our buses and vans have lifts or ramps to make boarding easier 
for people who have difficulty climbing steps or who use mobility aids such as wheelchairs, 
scooters or walkers.

Dial-A-Lift complements our regular fixed-route service by operating in the same areas and 
during the same times as our regularly scheduled buses. Dial-A-Lift is provided in accordance 
with the guidelines and regulations of the Americans with Disabilities Act (ADA).

This handbook provides information and guidelines for current and potential Dial-A-Lift 
customers. We hope this information answers your questions and helps you when you use 
the Dial-A-Lift service to meet your transportation needs.

If you have questions, please contact the Dial-A-Lift Manager at 360-236-5044, or the ADA 
Eligibility Coordinator, 360-705-5896.

THE AMERICANS WITH DISABILITIES ACT

The Americans with Disabilities Act (ADA) is a federal law that requires community transit 
agencies to provide paratransit services comparable to its regular fixed-route local bus 
system for people who qualify to ride the service.

ADA paratransit eligibility is based upon functional abilities rather than medical conditions. 
An individual will be “ADA paratransit eligible” if there is any part of the local bus system the 
person can’t use because of a disability or condition. Some people may qualify for paratransit 
service under very specific rules, which apply on a trip-by-trip basis. 
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CONTACT US

Dial-A-Lift
Mailing Address:
Intercity Transit
P.O. Box 659
Olympia, WA  98507-0659

Fax ............................................................................................................ 360-709-0231
Website .................................................................................................. www.intercitytransit.com
E-mail ...................................................................................................... dial-a-lift@intercitytransit.com

Ride Scheduling & Cancellation
Scheduling ............................................................................................ 360-754-9393
Cancellation Voicemail (24-hour) ................................................. 360-705-5827
Automated Confirmation & Cancellation Line (24-hour) ..... 360-705-5806 (password required))
Online Booking (24-hour) ................................................................ www.BookYourDALRide.com  
Toll Free .................................................................................................. 800-244-6846
Washington Relay Service* ............................................................. 711 to connect with operator
TTY* ......................................................................................................... 360-357-7133

Rider Certification .............................................................................. 360-705-5896
Travel Training ..................................................................................... 360-705-5879

Customer Service
Call Customer Service for information about regular bus schedules, routes, fares, pass outlet 
locations, accessibility features and general transit service questions. 

They can also help you plan your trip on the regular bus service.

Location: Olympia Transit Center, 222 State Avenue, Olympia, WA.
Hours: 6:30 a.m. - 7 p.m. Monday through Friday; 9 a.m. - 7 p.m. weekends.

Phone ...................................................................................................... 360-786-1881
Toll Free .................................................................................................. 800-287-6348
TTY* (Customer Service) .................................................................. 360-943-5211
Fax ............................................................................................................ 360-943-8760
Website .................................................................................................. www.intercitytransit.com
E-mail ...................................................................................................... customerservice@intercitytransit.com

* for people with hearing or speaking difficulties
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Commenting on Our Services and Requesting Reasonable Modification
We welcome your suggestions, compliments, comments and concerns. We make reasonable 
modifications to our policies, practices and procedures to avoid discrimination and ensure 
programs and services are accessible to people with disabilities. We make every effort to 
accommodate customers, as long as it does not alter the nature of our service, create a 
threat to the health and safety of others, or cause an undue financial burden. Customers 
can provide feedback and request a reasonable modification at any time via the following 
Customer Comment process:  

• Complete a Comment Card available on our vehicles

• Call Customer Service: 360-786-1881 or TTY: 360-943-5211

• Email: tellus@intercitytransit.com or customerservice@intercitytransit.com 

When you contact us, please include the following information:

• Your name, address and telephone number.

• The date, time and location of the incident (if applicable).

• The vehicle number and/or the operator’s name.

• Your compliment, suggestion, concern or reasonable modification request.

If a customer requests a reasonable modification from an operator during transit, the 
operator may consult with Intercity Transit’s dispatch prior to granting or denying a request.

Changing Your Address or Telephone Number
Call our scheduling office at 360-754-9393 if you move, change your telephone number or 
no longer need our service. TTY (text telephone) users, call 360-357-7133.
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SERVICE HOURS, AREA AND FARES

Service Hours
Dial-A-Lift is available during the same days and hours as our bus service. Our vans will arrive 
depending on locations of pick-ups and drop-offs, travel time, and our 30-minute pick-up 
window. Our scheduling office will arrrange a pick-up time for you taking these variables into 
consideration. 

Dial-A-Lift does not operate on: Thanksgiving Day, Christmas Day and New Year’s Day. 

Service Area
Dial-A-Lift serves areas within ¾ of a mile of the regular bus route. Dial-A-Lift serves areas 
within 1 ½ miles of Route 94 from the Amtrak station to and from Yelm. You can request 
service to and from any location within these areas. 

If you aren’t sure if your start or end points are within our service area, please call us. 

Fares
The Dial-A-Lift fare is $1.25 for a one-way ride and $2.50 for an all-day pass. Monthly passes 
are $15.00 with a reduced fare permit. The Regional Reduced Fare Program is available for 
people with disabilities or who are over 65 years old. This program allows you to purchase a 
monthly or annual pass for half the regular rate. Please contact Customer Service at 360-786-
1881 for an application.

Be prepared to pay the exact fare when Dial-A-Lift picks you up. Operators don’t carry 
change and cannot search a client’s purse, pockets or backpack for the fare.

There is no additional fare for a Dial-A-Lift rider's Personal Care Attendant (PCA) or service 
animal. Dial-A-Lift riders' guests or companions pay regular fare using exact change.

Operator Training
We train our operators in defensive driving, passenger assistance, sensitivity, disability 
awareness and safe operation of Dial-A-Lift vans.  
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ELIGIBILITY AND APPLYING FOR SERVICE

Dial-A-Lift Eligibility
Dial-A-Lift is a specialized service for people with disabilities. You must apply and be certified 
to use this customized service. You may be eligible for Dial-A-Lift service if you:

• cannot independently board, ride or exit a regular fixed-route bus due to your 
disability; or

• are able to ride a regular fixed-route bus but the lift (when needed) cannot be 
deployed at your stop; or

• cannot travel to or from a bus stop due to your disability.

You may also use Dial-A-Lift service if you are:
• accompanying a Dial-A-Lift rider as a Personal Care Attendant (PCA) or guest, or 

• visiting Thurston County and are eligible for ADA services. Visitors may ride for 21 
days in one year, beginning the day of his or her first trip. The 21 days can be non-
consecutive (for instance, two one-week vacations and several one- to two-day visits).

Detailed eligibility criteria are found in the federal rules implementing the ADA, which we 
follow. Please contact us to get a Dial-A-Lift application or if you need help completing your 
application.

Full and Conditional Eligibility
When being certified for Dial-A-Lift service, you may be granted “full eligibility” or 
“conditional eligibility.” “Full eligibility” means you can use Dial-A-Lift for any trip. “Conditional 
eligibility” means that when certain conditions (such as difficult terrain, a long distance from 
a bus stop or certain weather conditions) exist for a trip, you may ride Dial-A-Lift. In situations 
where these conditions do not exist, you must use regular bus service.  

Senior Citizens
Age alone does not qualify or disqualify you for Dial-A-Lift service. You are eligible if you have 
a disability that prevents you from riding regular route buses.

Children
Because children ages six and over may ride the regular route buses by themselves, they may 
also ride Dial-A-Lift. A child’s eligibility criteria are the same as an adult’s – a disability that 
prevents them from riding the regular route buses. 

Although a child six and older may ride alone, we suggest they be accompanied by an adult.
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How to Apply
Call 360-705-5896 or 360-754-9393 to get an application or pick one up at our Business 
Office located at 526 Pattison SE, the Olympia Transit Center located at 222 State Avenue NE, 
or download it from our website www.intercitytransit.com.  

Our ADA Eligibility Coordinator screens applications for eligibility. To help us better 
understand your disability, we may ask you to undergo a functional assessment with one of 
our travel trainers.

If we deny your application, you may appeal our decision. Appeals are accepted up to 60 
days after the receipt of notification of denial. Appeals are heard and a decision made within 
30 days of the request for reconsideration. Direct appeals to the Dial-A-Lift Manager, P.O. Box 
659, Olympia, WA 98507.

Your application must be complete. If your application is not complete, we may have to 
return it to you. This will delay our response to your request. We will help you complete the 
application if needed.

We will finalize the review of your complete application within 21 days after we receive it. 
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SCHEDULING RIDES AND USING THE SERVICE

Dial-A-Lift provides about 500 rides each weekday. Because this is a shared-ride service, there  
may be a number of riders traveling to different destinations in the van. Please keep in mind 
that we are accomodating the needs of many riders, so you may take in indirect route to your 
destination. We may adjust your pick-up and return times up to one hour earlier or later than 
you requested to accommodate other customers. We will tell you of any adjustment made to 
your scheduled time.

As a courtesy, most clients will receive automated calls the night before a scheduled ride as 
a reminder of their rides for the next day. If you choose NOT to receive reminder calls, please 
contact the scheduling office. People with ‘standing rides’ will not receive reminder calls, 
unless requested.

How Do I Schedule a Ride?
• Call the Dial-A-Lift scheduling office at 360-754-9393, between 8 a.m. and 5 p.m. on 

weekdays and 9 a.m. and 4 p.m. on weekends, one to five days prior to your ride. 

• Book online at www.BookYourDALRide.com three to five days in advance of your 
ride. To request a user’s guide with helpful information on booking your rides online, 
contact the scheduling office.

• Confirm Ride Details on our 24-Hour Automated Ride Confirmation Line at 360-705-
5806. You will be prompted to enter your Client Number and 4-Digit Security Pin.  
Contact the scheduling for these numbers if you don’t already have them.

We accept same-day reservations on a time and space available basis. If you do request a 
same-day trip, please be as flexible as possible.  

Our telephones are busiest early and late in the day. If you can, call the middle of the day. 
Please be patient. If you hear a recorded message, stay on the line. Your call will be answered 
in the order it was received.  

We will guide you through scheduling your ride. We will ask you to give us the following 
information in this order:

1. Your name.

2. The date you are traveling.

3. The verified address of your pick-up location.

4. The street address and phone number of where you are going. Our computer system 
requires a street address, not just a building name. If you are going to a medical facility, 
the name of the facility also is required.

5. The time you wish to be picked up. If your trip is for an appointment, we will need to 
know your appointment time.
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6. If you will be using a mobility aid, such as a wheelchair, extra-large wheelchair, walker, 
scooter, or if you need to use the lift.

7. If a Personal Care Attendant (PCA), guest or a service animal will ride with you.  

8. The time you will be ready for your return trip. Although it is often difficult to know in 
advance exactly when you will be ready for your return trip, it is important to schedule 
the time as accurately as possible. If you cannot return earlier than a specific time, such 
as a return time from work, please let us know.

If you are going to a medical appointment, ask how long your appointment is expected to 
last to help you plan your pick-up time.  

If your pick-up location is hard to find or is on a remote street, be sure to tell us. Provide 
precise information about the pick-up location (such as front or back door).

When you schedule a return ride, allow enough time for the appointment to avoid a no-
show. If you will not be ready as planned, contact our scheduling office at 360-754-9393 to 
let us know. You also can call this number if you are ready to be picked up early. You may wait 
an hour or more for your return ride to coordinate with other people’s schedules. Plan ahead 
to avoid long waits. For example: If you think your appointment will last one hour, allow at 
least one and half hours.

Pick-Up Time
The van will arrive within the 30-minute pick-up window, and will wait five minutes for you 
to board. For example: If you are scheduled for a 9 a.m. pick-up, the van could arrive between 
8:45 and 9:15 a.m. The operator will notify you upon arrival. If you are not ready, the operator 
will wait until 8:50 a.m. (five minutes past the time of their arrival as long as it is within your 
pick-up window). If you have not boarded, dispatch will tell the operator to leave and you 
will be recorded as a no-show.

 If the van has not arrived by 15 minutes after the scheduled pick-up time, please call the 
scheduling office to determine when it will arrive. Unexpected delays can occur due to traffic, 
road construction, weather or delays picking up or dropping off other Dial-A-Lift riders. 

If you do not have a specific appointment time, please be flexible about the days and times 
of your ride(s). There may be rides available earlier or later than you first requested or on 
another day. We can provide you this information – be sure to ask!

Pick-Up Location
We will pick you up at the address you specify. Please be ready when the operator comes to 
the door. Our operators will assist you from the door of your pick-up location, such as:

• The entrance of a single-family residence that allows the operator to maintain sight of 
the van.   

• The entrance of a multi-resident facility (apartment building, assisted living facility 
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or nursing home). You should wait at a pick-up location that is within sight of the 
entrance.

• The entrance of a shopping center, medical complex, social service agency, business or 
recreational facility. Please wait at a pick-up location within sight of the door. 

The operator will assist you up or down one step at an entrance or stairway. 

Trip Changes 
If you need to make a change to a scheduled ride, please call the scheduling office at 360-
754-9393 at least one day before your scheduled ride. We cannot change your pick-up or 
drop-off time or location on the day of your ride. 

If you have questions about your ride(s), please call our scheduling office. Operators cannot 
use the radio to request this information. Operators cannot change your trip and will drive 
the route provided by our Dispatcher. 

Reserving Multiple Trips
Sometimes you may need to go several places in one day. If this is your situation, we will 
schedule a separate trip from each pick-up location to each drop-off point.

Are Trips Scheduled on A Priority Basis?
The ADA does not allow us to prioritize trips by the purpose. 

Standing Rides

A standing ride is a regular ride that occurs at least once a week for six months or more. To 
request a standing ride, please call scheduling at 360-754-9393.  

It can take several weeks to establish your standing ride; during this time you should use 
the normal scheduling process. We will call to tell you that your standing ride is established. 
Once established, you do not have to call each week to schedule your ride. 

Once we have set up your standing ride, it is your responsibility to cancel it when you don't 
need it for a specific time or wish to cancel it. Failing to cancel a standing ride within two 
hours of your pick-up time will result in a no-show.

Standing rides, with the exception of those that are for dialysis, will be canceled on the 
following Washington State holidays. If you need a ride on one of these days, you will need to  
call and schedule your ride. 

• Martin Luther King, Jr. Day

• Presidents Day

• Memorial Day
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• Independence Day – 4th of July

• Labor Day

• Veterans Day

• Day after Thanksgiving

Cancellations
Avoid being issued a no-show by canceling rides at least two hours before your pick-up time. 
Please call the 24-hour cancellation voicemail at 360-705-5827 and leave a detailed message 
OR our automated Ride Confirmation & Cancellation line at 360-705-5806. When  using the 
automated line, you will need your ‘Client Number’ and ‘4-Digit Security Pin’.  If you don’t 
have these numbers, please contact the scheduling office to get them. If you booked your 
ride online at www.BookYourDALRide.com. 

No-Shows
A no-show occurs when you:

• are not available at the address you specified; or

• are not ready to board within five minutes of our on-time arrival ; or

• have not called to cancel your trip at least two hours before your pick-up.  

When you call to cancel, specify all the rides you want to cancel if you have more than one 
scheduled for the day.

If you are a no-show on your first ride of the day, we will not automatically cancel the rest of 
your rides scheduled for the day.

If you establish a pattern of no-shows, you may be suspended from Dial-A-Lift services for 
a period of time. For a copy of the complete policy, call the Dial-A-Lift Manager at 360-236-
5044. 

TRAVEL COMPANIONS

Personal Care Attendants
You can bring a Personal Care Attendant (PCA) on rides to help you with your personal care 
or daily life functions, but you must be approved as needing a PCA. Your PCA does not need 
be the same person every time you ride. Your PCA does not pay a fare when accompanying 
you. Please let our scheduler know when a PCA will accompany you to ensure space on the 
van.  The trip is scheduled exclusively for you. The PCA is there to assist you. For this reason, 
the PCA must get on and off the van with you. 

We cannot transport people who are not prescheduled. If you plan to have someone travel 
with you, please tell us when you schedule the ride. 
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Guests
You can bring a guest with you. If you would like to bring more than one person, we will 
accommodate all of you if space is available.

Guests pay the full fare of $1.25 for a one-way ride, $2.50 for a day pass (or show a pass. They 
must get on and off the van with you.

When you call to schedule your trip, tell us you are bringing  a guest and let the scheduler 
know if your guest uses a mobility device, so that we can plan seating and rides accordingly.

We cannot accept riders who have not been prescheduled for the trip.

Traveling with Children
Children can travel with you. When you schedule your ride, please tell us that children will 
be traveling with you. You are responsible for your children during your trip. The operator 
cannot lift your child(ren) into a seat. If you need help with your child, please bring someone 
who can help with you.

Traveling with Pets
Pets are not service animals. Pets must be transported in an approved animal carrier. Your pet 
plus the carrier cannot weigh more than 30 pounds.

MOBILITY AIDS

Wheelchairs
Operators will help you on and off the wheelchair lift and will fasten and unfasten your chair 
using agency approved securement devices. We require you to use the securement device.  

If you use a wheelchair or other mobility device, please keep it clean and well-maintained to 
avoid hazards to you, the operator and other clients.

Scooters
Some three-wheeled scooters are difficult to secure. If this is the case with your scooter, the 
operator may ask you to transfer to a seat but you are not obligated to do so.

Other Aids
The operator will secure your walker inside the van. Walkers and attachments such as 
baskets, bags or water bottles must not weigh more than 30 pounds. We cannot transport 
your walker and attachments if they exceed 30 pounds.

The Lift
If you plan to use the lift for boarding, please tell us when you schedule your ride. If you want 
to board the van using the lift, ask the operator for help. For your safety, please hold onto the 
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handrails while the lift is in use. 

Lap Seatbelts
We require use of lap seatbelts in our Dial-A-Lift vans. All seating, including securement areas 
for mobility devices, have lap seatbelts for use seated or secured in a mobility device. Let the 
operator know if you need a seatbelt extension. Passengers who have written verification 
from a licensed physician documenting their inability to wear a lap seatbelt for physical or 
medical reasons may be exempted from this policy. Repeated refusals to use a lap seatbelt 
may result in a 7-day suspension from Dial-A-Lift service.  

Standing in the van while it is moving is prohibited.

Service Animals
We welcome service animals on Dial-A-Lift vans when they accompany their handlers. When 
you schedule your ride, please tell us if a service animal will accompany you so that we can 
reserve space for your animal. We do not charge a fare for a service animal. 

GENERAL RULES

What Happens When My Van Arrives?
• When the van arrives, please be ready to board. 

• Dress appropriately for the weather as your ride may arrive up to 15 minutes before or 
after your scheduled pick-up time.

• The operator will wait five minutes after arriving, provided that it is within the 30-minute 
pick-up window, before leaving.

• Be prepared to pay your fare, or show the operator your reduced fare card, with the 
current month’s sticker attached.

• The operator will help you from exterior door of your pick-up location to the van and from 
the exterior door of your drop-off location. 

• The operator will carry and secure a reasonable number of items for you. This is defined 
as the number of packages the operator can transport to and from the van in one trip 
(generally five grocery bags). A single item may weigh no more than 30 pounds.

Rules of Conduct
Rules of conduct apply to passengers on all our buses and vans. Violations could lead to 
exclusion from Intercity Transit services. Violations include:

• Refusing to pay the proper fare,

• Boarding without a shirt and/or shoes,
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• Harassing drivers, other employees, or riders,

• Disturbing others with loud or harassing behavior 

• Playing music that can be heard by others,

• Using profanity,

• Littering,

• Eating or drinking (except from a covered container) on the bus,

• Smoking, including but not limited to, tobacco, electronic cigarettes, marijuana, etc.,

• Using tobacco or consuming alcohol,

• Loitering or panhandling,

• Putting feet on the seats,

• Defacing or damaging property,

• Sleeping, lying down, or occupying more than one seat,

• Carrying a firearm or weapon in a way that warrants alarm,

• Carrying car batteries, flammable, explosive, or dangerous materials,

• Not safely securing items in appropriate storage areas on van,

• Violating federal, state, or municipal laws,

• Bringing animals other than service animals, except in suitable containers. Staff may 
ask a person to remove his or her service animal if: (1) the animal is out of control; or 
(2) the animal poses a threat to the health or safety of others.

Please respect the rights of other riders and follow the rules of conduct. Violators may be 
banned from service, fined, or arrested. For a complete copy of the Rules of conduct, contact 
Customer Service.

What Can I Carry With Me?
You may bring a reasonable number of items with you. SIngle items may not exceed 30 
pounds. When bringing items with you, please consider other passengers’ comfort and 
safety. For safety reasons, we cannot transport large items such as lumber, furniture or 
appliances.

Suspension of Service 
Your use of Dial-A-Lift service may be suspended if:

• You demonstrate a pattern of no-shows.

• You repeatedly refuse to use a lap seatbelt. 

• Your behavior or language threatens the safety of transit personnel or other clients. 
Profanity will not be tolerated.
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• You disregard Dial-A-Lift policies and procedures or violate Intercity Transit’s Rules of 
Conduct

• You engage in illegal or unacceptable conduct.

Appeals Process
If our Dial-A-Lift staff issues a decision that affects your service, you can appeal the decision. 
within 60 days of the date of the decision. Make your appeal in writing to: 

Dial-A-Lift Manager
Intercity Transit
526 Pattison SE
P.O. Box 659
Olympia, WA  98507-0659

After we receive your appeal, we will review the decision. Based on the circumstances of the 
appeal, we may ask for more information.  Once we have enough information, we will review 
the decision and issue a finding.  

If you are not satisfied with the finding, you may request a hearing before the ADA Appeals 
Board, which consists of three individuals – an Intercity Transit employee, and two customer 
representatives – individuals with disabilities who utilize both fixed route and Dial-A-Lift 
services. Each of these people are knowledgeable of the ADA and how it applies to transit. 

We encourage you to bring someone to the hearing that can support your case. Once the 
appeals board is satisfied with the facts of your case, they will issue their finding.  

The appeals board’s finding is considered final. The Dial-A-Lift Manager will notify you of the 
decision in writing.
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OTHER SERVICES

Travel Training
Travel Training is a free, self-paced training program for anyone who wants to learn how 
to travel independently on our buses. Travel Training will teach you how to plan your trips, 
travel to your destinations independently and confidently, read bus routes and schedules, 
understand fares, get on and off buses safely, and/or get service information. Contact the 
Travel Training Coordinator at 360-705-5879 for additional information.

Trip Planning
Please contact Customer Service at 360-786-1881 to request help planning a bus trip. 

Accessible Materials
Large-print, braille and audio recordings of time schedules and route maps of all our fixed-
route bus service are available upon request.

Rider News
Our monthly on-bus Rider News is also available in audio format. Call 360-705-5851 to listen 
to our monthly update.

Lost and Found
If you leave something on a van, call the scheduling office at 360-754-9393 on the same day.

If you lost something after the day you rode, contact Customer Service at 360-786-1881 for 
information about the missing item(s). Customer Service is open Monday-Friday from 6:30 
a.m. to 7 p.m. and from 9 a.m. to 7 p.m. on weekends. 
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