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Valley Transportation Authority (VTA) operates its programs
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in accordance with Title VI of the Civil Rights Act of 1964.
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www.vta.org, the Federal Transit Administration at
www.fta.dot.gov, or other agencies. To file a complaint with
VTA or if information is needed in other languages, please call
VTA's Customer Service Center af (408) 321-2300.
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Background - Updated in 2020

VTA created a Limited English Proficiency Plan (LEP) in 2013 and subsequently updated it in
2016. The LEP Plan is used in conjunction with the Public Participation Plan as guidance on
how to communicate most effectively with VTA’s diverse customers, assist VTA staff in
conducting outreach to individuals who are LEP, and to solicit feedback from the community on
a continual basis.

2020 Limited English Proficiency Plan (LEP) Updates - Updated in 2020

While in the process of making the 2020 updates to this LEP, VTA was not able to thoroughly
asses our LEP community’s needs via a survey (as was done for the 2016 update) due to the
COVID-19 pandemic and California’s Shelter-In-Place Order. However, VTA will continue to
provide language assistance services as well as translated documents to facilitate vital
communications with our LEP community. Our goal is to conduct a survey in the coming year,
the results of which VTA will incorporate into the next LEP in 2022.

All sections in the body of this document that have been updated for 2020 are highlighted as,
“Updated in 2020.” Procedure details, lists of projects, updated tables and examples of
translated materials that are part of the 2020 update appear in Appendix | — 2020 Updates.
Those updates will also be referenced in the appropriate sections in the main body of the
document. For easy reference, please see below for a list of updates to the LEP in 2020 by
page number.
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Executive Summary Updated in 2020

The Santa Clara Valley Transportation Authority (VTA) is an independent special district
which provides bus, light rail, and paratransit services throughout Santa Clara County.
VTA is a recipient of funding from the federal government, and as such must comply
with strict federal requirements under Title VI of the Civil Rights Act of 1964, which
prohibits discrimination on the basis of race, color, or national origin. National origin
discrimination can occur when individuals with limited English proficiency (LEP) are not
given meaningful access to the information and services provided by funding recipients.

In 2000, Executive Order 13166 further emphasized this requirement by explicitly
prohibiting practices that discriminate against LEP populations by failing to provide
meaningful access to individuals who, as a result of their national origin, have limited
English proficiency. The Department of Justice released additional guidance for funding
recipients which defined limited English proficiency as “a limited ability to read, write,
speak, or understand English.” According to the U.S. Census, a person is considered to
be LEP if he or she “speaks English less than ‘very well’.” In 2012, The Department of
Transportation released Circular 4702.1B in order to provide specific guidance on how
recipients can comply with Title VI requirements. This guidance contains a four-factor
analysis which provides recipients with information that should be used to ensure equal
access for LEP populations to all of the recipient’s programs and activities. This analysis
requires recipients to examine the needs of LEP populations, and to determine whether
it is necessary to provide additional language services to improve their level of access.
The four-factor analysis in this document is taken from guidance provided by the
Department of Transportation, and it is used to ensure that information on VTA’s
customers who are LEP has been validated amongst several data sources. It further
establishes that the needs and concerns of individuals who are LEP and use VTA are
taken into account in future projects in order to both maintain and improve their access
to services.

VTA created a Limited English Proficiency (LEP) Plan in 2013 as part of its continued
commitment to maintaining strict compliance with Title VI and updated it in 2016. The
LEP Plan is used in conjunction with the Public Participation Plan as guidance on how to
communicate most effectively with VTA’s diverse customers, assist VTA staff in conducting
outreach to individuals who are LEP, and to solicit feedback from the community on a continual
basis.

Updated in 2020

While in the process of making the 2020 updates to this LEP, VTA was not able to thoroughly
asses our LEP community’s needs via a survey (as was done for the 2016 update) due to the
COVID-19 pandemic and California’s Shelter-In-Place Order. However, VTA will continue to
provide language assistance services as well as translated documents to facilitate vital
communications with our LEP community. Our goal is to conduct a survey in the coming year,
the results of which VTA will incorporate into the next LEP in 2022.



All sections in the body of this document that have been updated for 2020 are highlighted as,
“Updated in 2020.” Procedure details, lists of projects, updated tables and examples of
translated materials that are part of the 2020 update appear in Appendix | — 2020 Updates.
Those updates will also be referenced in the appropriate sections in the main body of this
document.

The 2016 update was conducted in order to reexamine the language needs within
VTA'’s service area since the previous LEP Plan was released in 2013. The information
provided in the 2016 update includes what languages are currently spoken most
frequently in VTA’s service area, which VTA services are utilized most often, how VTA
customers get information about public transportation, and if customers experience any
barriers to accessing VTA services. VTA’s LEP Plan is used in conjunction with the
Public Participation Plan as guidance on how to communicate most effectively with its
customers, assist VTA staff in conducting outreach to individuals who are LEP, and
soliciting feedback from the community on a continual basis.

VTA’s community outreach efforts as part of the 2016 update included the
administration of a survey that was designed to show trends within the community, and
to identify any potential difficulties faced by LEP populations relating to VTA’s services,
programs, or activities. The survey was translated into 12 languages other than English
and was administered in a variety of different settings. The information obtained from
this survey included what languages are spoken most in VTA’s service area, which VTA
services are utilized most often, how VTA customers get information about public
transportation, and if customers experience any barriers to accessing VTA services.

The results of the survey indicated some interesting trends within VTA’s customer base,
all of which are outlined in the following report. Some of these findings included the fact
that participants consider both VTA bus and light rail services to be very important
overall, although bus services were shown to be slightly more popular and important to
a higher percentage of individuals. While a majority of participants did not report
experiencing language barriers, the most common issue appeared to involve
purchasing tickets, with 26.4 percent indicating some level of difficulty due to language.
A majority of VTA’s customers live in households with a combined annual income of
less than $25,000. It was also shown that among households which have no vehicles,
VTA transportation services were found to be of particular importance.

In addition to the information provided through the survey, the 2016 update also
incorporates the most recently available American Community Survey data (U.S.
Census data) dated 2010-2014, data from language line services utilized by VTA’s
customer service call center, and feedback from individuals who use VTA services. All
of this information is contained in the following plan update and will be utilized by VTA to
ensure that all members of the community have meaningful access to its services,
regardless of their level of English proficiency.



Introduction - Updated in 2020

Santa Clara Valley Transportation Authority (VTA) is an independent special district that
provides sustainable, accessible, community - focused transportation options that are
innovative, environmentally responsible, and promote the vitality of Santa Clara County.
VTA provides bus, light rail, and paratransit services, as well as participates as a
funding partner in regional rail service including Caltrain, Capital Corridor, and the
Altamont Corridor Express. As the county’s congestion management agency, VTA is
responsible for countywide transportation planning, including congestion management,
design and construction pf specific highway, pedestrian, and bicycle improvement
projects, as well as promotion of transit-oriented development. VTA provides these
services throughout the county, including Campbell, Cupertino, Gilroy, Los Altos, Los
Altos Hills, Los Gatos, Milpitas, Monte Sereno, Morgan Hill, Mountain View, Palo Alto,
San Jose, Santa Clara, Saratoga, and Sunnyvale. VTA continually builds partnerships
to deliver transportation solutions that meet the evolving mobility needs of Santa Clara
County.

In addition to Santa Clara County, VTA currently provides bus service at the Fremont
Bay Area Rapid Transit (BART) station, located in Alameda County. With the planned
16-mile extension of BART that VTA is working on, VTA will soon be serving additional
areas of Alameda County as well. In addition to BART, VTA continues to explore new
projects and build partnerships that deliver transportation solutions which meet the
evolving mobility needs of the residents of Santa Clara County.

According to the 2014-2018 American Community Survey (ACS) data used in this
Limited English Proficiency Plan update, completed in accordance with the Federal Title
VI Circular (FTA C 4702.1B), the percentage of VTA’s service population comprised of
people who are Limited English Proficient (LEP) is 19.3 percent of the overall population
of Santa Clara County (see Figure 1). In other words, 351,781 out of the total 1,822,697
people that live in Santa Clara County are individuals who are LEP. This data result
indicates a significant LEP population, especially considering the percentage of those
who are LEP for California overall is 17.4 percent and for the U.S. overall it is 8.3
percent. When comparing the percentage of each county’s population that is LEP within
California, Santa Clara County is the eighth highest. Based on number of people, Santa
Clara County has the fourth highest number of individuals who are LEP of all counties in
California.



Updated in 2020

Figure 1: Santa Clara County Language Proficiency

Santa Clara County Language Proficiency

m Speaks English "Very Well" and Another Language
m English Only
Speaks English "Less than Very Well"

Source: US Census Bureau, 2014-2018 American Community Survey

VTA Title VI and Limited English Proficiency Organizational Commitment

VTA is committed to ensuring its regulatory requirements under Title VI are met. The
organization is structured such that oversight and management of regulatory
compliance, policy development, training, reporting, and monitoring of all anti-
discrimination policies as it relates to Title VI and limited English proficiency are
centralized in one department: Office of Civil Rights and Employee Relations.

Employees from every division within VTA work cooperatively to contribute to the
success of our Title VI program, and it has resulted in recognition such as the award
from the American Public Transportation Association included in Appendix E. This
award was presented to VTA for the Envision Silicon Valley project, a multi-year effort
which highlighted the transit needs of the public through the combined use of digital
community engagement tools in addition to more traditional techniques.

With respect to Title VI, VTA will:

e Ensure that the level and quality of transportation service is provided without
regard to race, color, or national origin.

e |dentify and address, as appropriate, disproportionately high and adverse human
health and environmental effects, including social and economic effects of
programs and activities on minority populations and low-income populations.

¢ Promote full and fair participation of all affected populations in transportation
decision-making.



e Prevent the denial, reduction, or delay in benefits related to programs and
activities that benefit minority populations or low-income populations.

e Ensure meaningful access to programs and activities by individuals who have
limited English proficiency.

Authority and Guidance

Title VI of the Civil Rights Act of 1964, 42 U.S.C. 88 2000d, et seq. provides that no
person shall “on the ground of race, color, or national origin, be excluded from
participation in, be denied the benefits of, or be subjected to discrimination under any
program or activity receiving Federal financial assistance.”

Executive Order 13166 was issued on August 11, 2000, “Improving Access to Services
for Persons with Limited English Proficiency.” Under that order, funding recipients are
forbidden from “restrict[ing] an individual in any way in the enjoyment of any advantage
or privilege enjoyed by others receiving any service, financial aid, or other benefit under
the program” or from “utilize[ing] criteria or methods of administration which have the
effect of subjecting individuals to discrimination because of their race, color, or national
origin, or have the effect of defeating or substantially impairing accomplishment of the
objectives of the program with respect to individuals of a particular race, color, or
national origin.” According to the Federal Transit Administration’s (FTA) brochure on
limited English proficiency, “different treatment based on a person’s inability to speak,
read, write, or understand English may be a type of national origin discrimination.”

Circular 4702.1B explains the administrative and reporting requirements for recipients
and sub recipients of FTA financial assistance to comply with Title VI and its executive
orders on limited English proficiency and environmental justice. Chapter V of the
Circular “provides program specific guidance for recipients that provide service to
geographic areas with a population of 200,000 people or greater under 49 U.S.C. 88
5307.”

The FTA’s publication “Implementing the Department of Transportation’s Policy
Guidance Concerning Recipients’ Responsibilities to Limited English Proficient (LEP)
Persons: A Handbook for Public Transportations Providers,” provides technical
guidance to assist public transportation providers with implementing “DOT LEP
Guidance, Federal Register, vol. 70, no. 239, pp. 74087-74100, December 14, 2005.”

VTA’s Limited English Proficiency Plan details the four-factor analysis and
implementation plan completed to comply with requirements of Department of
Transportation (DOT) LEP guidance.

Furthermore, Circular 4703.1, which was approved on August 15, 2012, provides
updated guidance on including environmental justice principles into plans, projects, and
activities for recipients of FTA financial assistance. Although the purpose and
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requirements of Title VI and environmental justice are different, depending on the
circumstances, they are often both required and complimentary focuses of plans,
projects, and activities. Environmental justice requires that recipients of FTA financial
assistance, “avoid, minimize, or mitigate disproportionately high and adverse human
health and environmental effects, including social and economic effects, on minority
populations and low-income populations.”

Four-Factor Analysis - Updated in 2020

VTA’s Limited English Proficiency Plan update reflects information and input received
as of August 24, 2016. This information was obtained through community outreach in
the form of a survey and group discussions with community-based organizations. The
2020 update also incorporates the most recent American Community Survey data (U.S.
Census data) dated 2014-2018, data from language line services utilized by VTA’s
customer service call center, and feedback from individuals who use VTA services.

This document therefore reflects the viewpoints of people who have limited English
proficiency (LEP) in VTA’s service area. VTA seeks input from language groups
meeting FTA’s Safe Harbor Provision. This provision indicates that transit agencies
must translate vital documents into languages spoken by LEP populations and
represented by 5 percent or 1,000 individuals, whichever is less, of a transit agency’s
overall service population. Vital documents may include documents such as written
notices of rights, consent and complaint forms, and intake and application forms. VTA
has created a Vital Documents Plan (Appendix G) which outlines how it prioritizes
translations.

Because of the large size of Santa Clara County’s population, (1,822,697 people
according to 2014 — 2018 American Community Survey data), there are 18 languages
that meet this Safe Harbor criteria for Santa Clara County, further reflecting the great
diversity within VTA'’s service area.

This Limited English Proficiency Plan will remain in form until VTA has completed its
LEP outreach efforts which are currently continuous. VTA will continue to meet with LEP
organizations and community members and will update this Plan as we obtain
feedback.

VTA has conducted and continues to conduct the following analysis using the four
factors identified in the Department of Transportation LEP Guidance:

Factor 1: Identifying the number and proportion of persons who are LEP that are
served or encountered in the eligible service population

Factor 2: Determining the frequency with which individuals who are LEP come into
contact with VTA's programs, activities, and services



Factor 3: Gauging the importance of VTA's programs, activities, and services to
persons who are LEP

Factor 4:  Assessing the current resources available and the costs to provide
language assistance

Identification of Individuals who are LEP - Updated in 2020

For the first step of the four-factor needs assessment, the individuals who would be
considered LEP are defined as those persons who reported to the U.S. Census Bureau
that they “Speak English less than ‘very well’.”

According to the 2014 — 2018 American Community Survey data used in this document,
completed in accordance with the Federal Title VI Circular (FTA C 4702.1B), 19.3
percent of VTA’s service population is LEP.

After looking at VTA specific data, the 2013 On-Board Passenger Survey showed that
the typical VTA passenger is from a low-income household, is a minority, and is young.
More than half of VTA passengers (55 percent) have a household income of less than
$25,000. The largest percentage of VTA passengers is from the 18 to 24-year-old group
(31 percent) and those in the 25 to 34 years of age category make up another 21
percent. When combined with even younger age groups, this gives a total of 59 percent
of VTA’s ridership that is younger than 35 years old.

Factor 1: The Number and Proportion of Persons who are LEP that are
Served or Encountered in the Eligible Service Populations

Task 1, Step 1: Examine prior experiences with individuals who are LEP

This step involves reviewing the relevant benefits, services, and information provided by
VTA and determining the extent to which individuals who are LEP have come into
contact with these functions.

Call Center Data:

This information has been collected for calendar years 2014 and 2015 through phone
record data from language line, a service available through VTA’s call center that
provides interpreters in the safe harbor languages of VTA’s service area. This data is
significant because it shows which languages VTA staff encounters the most through its
call center, and in turn, likely reflects the languages most present in our service area. By
having this information, we can tailor our services in a way that meets the needs of our
diverse community.




Table 1: Language Line Data — Calendar Year 2015

Language  Number of Calls (%) % of Minutes Average Length

(Minutes)
1 Spanish 56.4 48.4 7.1
2 Mandarin 22.8 27.9 10.3
3 Viethamese 13.4 14.8 9.3
4 Cantonese 2.0 2.8 10.4
5 Korean 0.9 0.9 8.8
6 Farsi 0.8 1.0 10.9
7 Punjabi 0.8 0.7 7.9
8 Japanese 0.6 1.0 11.7
9 Russian 0.6 0.9 13.8
Tagalog 0.5 0.5 8.1
Arabic 0.3 0.3 6.3
Hindi 0.2 0.1 7.0
Telugu 0.2 0.1 6.5
Guijarati 0.1 0.2 20.0
Turkish 0.1 0.1 11.0
Fuzhou 0.1 0.1 9.0
Tigrinya 0.1 0.1 5.0
Urdu 0.1 0.0 2.0

Source: VTA Language Line Data, Calendar Year 2015. See Appendix | for 2020 Update

As reflected in Table 1, during calendar year 2015, customers who spoke 18 different
languages requested assistance through VTA'’s call center. Spanish speaking callers
represented 56 percent of those who requested assistance. Mandarin speakers
represented nearly 23 percent of all calls, Viethamese speakers 13 percent, and
Cantonese speakers represented two percent of all calls. The remaining 14 languages
amounted to approximately five percent of all language line calls collectively. Although
the same number of languages were requested, in comparison to data from the 2013
LEP Plan, the year 2015 lacked the inclusion of some languages that had appeared
previously. In the year 2012, five languages (Bengali, Bosnian, Laotian, Portuguese,
and Romanian) were requested, but these did not appear in call center data for 2015.
This is interesting to note and may reflect possible changes in the makeup of our
service area.



Table 2: Language Line Data — Calendar Year 2014

Language Number of Calls (%) % of Minutes Average Length (Minutes)

1 Spanish 56.7 53.1 7.7
2 Mandarin 22.7 25.6 9.3
3 Viethamese 12.9 13.4 8.9
4 Cantonese 2.0 1.8 8.0
5 Korean 1.2 1.4 9.7
6 Russian 1.0 1.3 11.8
7 Farsi 0.5 0.6 11.1
8 Tagalog 0.5 0.5 9.6
9 Cambodian 0.4 0.3 7.0
Hindi 0.4 0.2 5.3
Amharic 0.3 0.6 17.3
French 0.3 0.4 10.0
Taiwanese 0.2 0.3 15.0
Japanese 0.2 0.1 5.5
Somali 0.2 0.1 3.5
Italian 0.2 0.1 3.0
Punjabi 0.1 0.1 8.0
Arabic 0.1 0.1 5.0
Samoan 0.1 0.0 3.0
Armenian 0.1 0.0 2.0
Urdu 0.1 0.0 2.0

Source: VTA Language Line Data, Calendar Year 2014. See Appendix | for 2020 Update

As reflected in Table 2, during calendar year 2014, customers who spoke 21 different
languages requested assistance. Roughly 57 percent of all callers who requested
assistance spoke Spanish. Mandarin speakers represented nearly 23 percent of all
calls, Viethamese speakers approximately 13 percent, and Cantonese speakers
represented 2 percent of all calls. The remaining 17 languages represented
approximately 6 percent of all language line calls collectively.

The top five languages between calendar years 2014 and 2015 remained consistent in
terms of percentage of language line calls. Translation in Gujarati, Turkish, Telugu,
Fuzhou, and Tigrinya were only requested in 2015. Translation in Cambodian, Amharic,
French, Taiwanese, Somali, Italian, Samoan, and Armenian were only requested in
2014. The differences in data between 2014 and 2015 can be explained by the fact that,
when combined, all languages outside of the top five account for only 4.5 percent of all
calls each year. For 2015, languages other than the top five combined to a total of 52
calls, and for 2014, they combined to a total of 48 calls. Because so few calls were
received in these other languages, the likelihood of having this variance from one year
to the next is great. This could also explain how once again, five languages (Bengali,
Bosnian, Laotian, Portuguese, and Romanian) were requested in 2012 but not 2014.

More language line data for calendar years 2014 and 2015 is included in Appendix A.



Task 1, Step 2: Become familiar with data from the U.S. Census

This step involves collecting the most recent U.S. Census data for Santa Clara County,
which comprises most of VTA’s service area. The census data used throughout this
document is 2010-2014 American Community Survey (ACS). This data is available
online at http://www.census.gov/.

Data obtained from the 2010-2014 ACS for individuals over five years of age is the
most current census data which indicates the languages spoken in VTA'’s service area.
The top five non-English languages spoken in Santa Clara County households are
shown in Table 3 below. It is important to note, however, that the data reflected in this
table includes people who are proficient in English, not just individuals who have limited
English proficiency (LEP).

Table 3: Top Five Non-English Languages Spoken in Santa Clara County
Updated in 2020

Language Estimate Percent
Spanish (or Spanish Creole) 320,676 17.59%
Chinese 170,758 9.36%
Vietnamese 117,542 6.44%
Tagalog 49,498 2.71%
Hindi 42,317 2.32%

Source: US Census Bureau, 2014-2018 American Community Survey

The data shown in Table 3 has the same top four languages represented by the top four
LEP groups in Santa Clara County, as noted by 2014 — 2018 ACS data. Although Hindi
is the fifth most spoken non-English language in Santa Clara County, the number of
Hindi speakers in this geographic area who qualify as LEP is far less than the number of
individuals who speak Korean and are LEP.

Task 1, Step 2A: Identify the geographic boundaries of the area that your agency
serves

This step involves creating a map showing the census tracts for the service area VTA
encompasses.

VTA’s primary service area is Santa Clara County, with the only exception being bus
service to the BART station in Fremont, which is a part of Alameda County. With the
planned extension of BART into Santa Clara County expected to serve passengers
beginning fall 2017, VTA will be receiving more customers from that area, although
Alameda County will not be part of VTA’s jurisdiction. Figure 2 on the next page depicts
VTA’s service area.
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Task 1, Step 2B: Obtain Census data on the LEP population in your service area
This step involves using the “American Fact Finder” link on the Census website to
obtain information showing the population that is Limited English Proficient (LEP) in
VTA'’s service area. Individuals who are considered LEP are those who “Speak English
less than ‘very well’.” Although call center data had variations from the previous years’
data, the data below shows fairly consistent data compared to 2006 — 2010 American
Community Survey (ACS) data. This can probably be explained by the fact that ACS
data is collected for considerably more people than VTA'’s call center can reflect.

Table 4: Population of Individuals who are LEP in VTA Service Area
(Language Spoken at Home by Ability to Speak English for the Population 5 Years and Over)

Margin of Percent of Total

Language # bersons Error Population
' Total: 1,718,445 S -
\ Speak only English 832,327 +/-6,144 48.43%
\ Do Not Only Speak English 886,118 Fkkkk 51.57%
\ Speak English "very well" and another language K40y} Fkkkk 30.28%
 LEP (Speak English less than "very well") 365,791 ik 21.29%
\ Spanish or Spanish Creole: 324,362 +/-4,198 18.88%
\ Speak English "very well" 188,278 +/-3,665 10.96%
\ Speak English less than "very well" 136,084 +/-3,238 7.92%
. Chinese: 132,296 +/-3,281 7.70%
\ Speak English "very well" 67,622 +/-1,992 3.94%
\ Speak English less than "very well" 64,674 +/-2,165 3.76%
| Vietnamese: 116,113 +/-3,347 6.76%
\ Speak English "very well" 43,736 +/-2,000 2.55%
\ Speak English less than "very well" 72,377 +/-2,191 4.21%
~ Tagalog: 54,920 +/-2,333 3.20%
~ Speak English "very well" 35,395 +/-1,649 2.06%
\ Speak English less than "very well" 19,525 +/-1,389 1.14%
_ Hindi: 34,965 +/-1,921 2.03%
\ Speak English "very well" 30,634 +/-1,858 1.78%
\ Speak English less than "very well" 4,331 +/-530 0.25%
~ Korean: 23,715 +/-1,701 1.38%
Speak English "very well" 11,607 +/-1,051 0.68%
Speak English less than "very well" 12,108 +/-1,039 0.70%
Persian: 14,164 +/-1,294 0.82%
Speak English "very well" 8,924 +/-929 0.52%
Speak English less than "very well" 5,240 +/-650 0.30%
Japanese: 13,616 +/-1,026 0.79%
Speak English "very well" 7,224 +/-744 0.42%
~ Speak English less than "very well" 6,392 +/-640 0.37%
' Russian: 12,592 +/-1,349 0.73%
~ Speak English "very well" 7,747 +/-992 0.45%
 Speak English less than "very well" 4,845 +/-609 0.28%
" French (incl. Patois, Cajun): 8,664 +/-688 0.50%
~ Speak English "very well" 7,420 +/-634 0.43%
 Speak English less than "very well" 1,244 +/-241 0.07%
S

ource: US Census Bureau, 2010-2014 American Community Survey See Appendix | for 2020 Update
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Table 4: Population of Individuals who are LEP in VTA Service Area (continued)
(Language Spoken at Home by Ability to Speak English for the Population 5 Years and Over)

Margin of  Percent of Total

Language # Persons _
Error Population
Portuguese or Portuguese Creole: 7,719 +/-753 0.45%
Speak English "very well" 4,878 +/-644 0.28%
Speak English less than "very well" 2,841 +/-365 0.17%
Guijarati: 6,082 +/-825 0.35%
Speak English "very well" 4,851 +/-678 0.28%
Speak English less than "very well" 1,231 +/-339 0.07%
Urdu: 5,953 +/-869 0.35%
Speak English "very well" 4,642 +/-713 0.27%
Speak English less than "very well" 1,311 +/-407 0.08%
Arabic: 5,726 +/-830 0.33%
Speak English "very well" 4,191 +/-616 0.24%
Speak English less than "very well" 1,535 +/-377 0.09%
Mon-Khmer, Cambodian: 3,875 +/-698 0.23%
Speak English "very well" 1,666 +/-420 0.10%
Speak English less than "very well" 2,209 +/-392 0.13%
Italian: 3,869 +/-475 0.23%
Speak English "very well" 2,864 +/-400 0.17%
Speak English less than "very well" 1,005 +/-209 0.06%
Serbo-Croatian: 3,182 +/-689 0.19%
Speak English "very well" 2,199 +/-532 0.13%
Speak English less than "very well" 983 +/-316 0.06%
Thai: 2,050 +/-509 0.12%
Speak English "very well" 1,003 +/-314 0.06%
Speak English less than "very well" 1,047 +/-353 0.06%

Source: US Census Bureau, 2010-2014 American Community Survey. See Appendix | for 2020 Update

Task 1, Step 2C: Analyze the data you have collected
After census (ACS) data has been collected, the languages most frequently spoken by
individuals who are LEP in Santa Clara County must be determined.

According to 2010-2014 ACS data, there are 18 safe harbor languages (represented by
5 percent or 1,000 LEP individuals, whichever is less, of the overall service population)
for Santa Clara County. Table 4 shows LEP populations in Santa Clara County that
meet this criterium. As shown in Table 4, for VTA’s service area, 886,118 persons over
the age of five years (51.57 percent) do not only speak English at home, compared to
832,327 (48.43 percent) who speak English only. The following percentages are based
on the total number of individuals who are LEP in Santa Clara County: Spanish (37.20
percent), Viethamese (19.79 percent), Chinese (17.68 percent), Tagalog (5.34 percent),
and Korean (3.31 percent). Although more people in VTA'’s service area speak Hindi,
more Korean speakers are LEP.
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Updated in 2020 Table 46: The Top Five Languages Spoken by LEP Individuals

2016 LEP Updated in 2020

Spanish (136,084 individuals) Spanish (114,357 individuals)
Vietnamese (72,377 individuals) Chinese (76,649 individuals)
Chinese (64,674 individuals) Vietnamese (72,736 individuals)
Tagalog (19,525 individuals) Tagalog (16,833individuals)
Korean (12,108 individuals) Korean (9,927 individuals)

Data Evaluation:

There are a few data sources which indicate the 2010 — 2014 American Community
Survey (ACS) data may not include all of the populations within Santa Clara County
which exceed 1,000 people and have limited English proficiency. Those data sources
include state data from the California Department of Education and data from VTA itself
through the information gathered from language line calls. The languages these sources
note which are not included in the 2010-2014 ACS data are: Amharic, Armenian,
Hmong, Fuzhou, Punjabi, Samoan, Somali, Telugu, Tigrinya, and Turkish. With
immigration patterns changing frequently, the data from the ACS might be more
dynamic than it has been since the Limited English Proficiency Plan was created by
VTA in 2013. With this in mind, it is necessary to supplement this data with information
from other sources, such as those presented under Task 1, Step 3: Consult state and
local sources of data. Furthermore, it is important to note that sample updates and
margin of error can affect the findings from the 2010 — 2014 ACS data.

As for differences that have arisen since the last Limited English Proficiency Plan, ACS
data no longer shows Hebrew and German as safe harbor languages for Santa Clara
County. Thai, however, is now considered a safe harbor language whereas it had not
been in the 2013 Limited English Proficiency Plan.

For language line calls, the languages requested varied greatly between the 2013
Limited English Proficiency Plan and the 2016 update. Romanian, Bengali, Bosnian,
Portuguese, and Laotian were languages shown in VTA’s 2013 Limited English
Proficiency Plan, but none of these languages were requested through this service in
2014 or 2015. However, Telugu, Gujarati, Fuzhou, Tigrinya, Taiwanese, Somali, Italian,
Samoan, Armenian, and Urdu were requested in either 2014 or 2015, but none of these
languages are reflected in language line data from VTA’s 2013 Limited English
Proficiency Plan. It is evident there is a great difference between languages requested
through language line between the data from the 2013 VTA LEP Plan and the 2016
update. This can be explained by the fact that each of the languages mentioned in this
paragraph had two calls or less through language line services per calendar year, with
the exception of Bosnian, which was only requested in 2012 with a total of seven phone
calls. With such a small number of requests, the languages mentioned in this paragraph
are likely to show up in language line data only once in a great while.
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As shown in Table 5, at 51.6 percent, Santa Clara County has one of the highest
populations in the state of California of persons five years and older who speak a
language other than English at home. The state average is 43.8 percent.

Table 5: State of California (by County with Population Over 100,000)
(Percent of Persons Over 5 Years Who Speak Non-English Languages)
Geographic Area Percent

California 43.8%

‘County

' Alameda County 43.4%

' Butte County 13.3%

' Contra Costa County 33.5%

' El Dorado County 13.3%

' Fresno County 44.0%

' Kern County 42.6%

' Kings County 42.2%

' Los Angeles County 56.8%

Marin County 23.5%

Merced County 51.9%

Monterey County 52.8%

Napa County 35.4%

' Orange County 45.6%

“Placer County 14.9%

' Riverside County 39.9%

' Sacramento County 31.3%

' San Bernardino County 41.1%

' San Diego County 37.3%

' San Francisco County 44.6%

' San Joaquin County 40.0%

' San Luis Obispo County 18.1%

' San Mateo County 46.0%

' Santa Barbara County 39.6%

Santa Clara Count 51.6%

' Santa Cruz County 31.6%

' Shasta County 8.4%

Solano Count 29.5%

Sonoma Count 25.7%

Stanislaus Count 40.5%

Tulare Count 50.3%

Ventura Coun 38.2%

" Yolo County 35.0%

Source: US Census Bureau, 2010-2014 American Community Survey

The data above for California counties shows that Santa Clara County has the eighth
highest percentage of people who speak Non-English languages out of all counties in
the state. This is significant because it shows that VTA has a large multilingual
community in its service area.
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Table 6 includes 2010 — 2014 American Community Survey (ACS) data on the number of individuals who are Limited English Proficient
(LEP), sorted by language, for the cities in Santa Clara County with available census data.

Table 6: City Populations of Individuals who are LEP within VTA Service Area
(Language Spoken at Home by Ability to Speak English for the Population 5 Years and Over)

Cupertino Milpitas Mountain View Palo Alto San Jose Santa Clara Sunnyvale
Maéﬂ'grc’f Estimate Maéﬂ'grc’f Estimate Maé?r'grc’f MaEr?r'SrOf Estimate MaErrgrlglrof

Total 56,286 +/-369 65,039 +/-332 |71,577 +/-480 62,773 +/-312 919,117 |+/-1,108 |110,198 |+/-716 |133,505 |+/-806
Population:
Spanish or 459 +/-201 |2,557 +/-474 |5,068 +/-818 1,134 +/-401 94,294 +/-2,828 |5,064 +/-841 |7,914 +/-992
Spanish Creole:
French (incl. 51 +/-60 34 +/-42 142 +/-71 179 +/-99 383 +/-122 66 +/-44 225 +/-105
Patois, Cajun):
\French Creole: [0 +/-29 0 +/-29 0 +/-29 0 +/-29 10 +/-13 0 +/-29 0 +/-29
Italian: 28 +/-46 0 +/-29 67 +/-57 26 +/-30 467 +/-146 101 +/-73 35 +/-36
Portuguese or [0 +/-29 108 +/-76 65 +/-51 12 +/-21 1,547 +/-248 552 +/-185 |161 +/-91
Portuguese
Creole:
‘German: 12 +/-13 4 +/-6 204 +/-110 44 +/-33 219 +/-87 26 +/-30 89 +/-92
Yiddish: 0 +/-29 0 +/-29 0 +/-29 0 +/-29 0 +/-29 28 +/-45 0 +/-29
Greek: 6 +/-9 0 +/-29 0 +/-29 40 +/-65 277 +/-179 0 +/-29 0 +/-29
Russian: 317 +/-167 |19 +/-18 1,063 +/-250 581 +/-170 1,317 +/-308 371 +/-173 |724 +/-214
Polish: 7 +/-13 0 +/-29 9 +/-14 16 +/-27 221 +/-113 56 +/-47 50 +/-52
\Serbo-Croatian: 33 +/-46 0 +/-29 0 +/-29 28 +/-45 645 +/-240 38 +/-40 58 +/-43
Armenian: 15 +/-25 0 +/-29 64 +/-102 3 +/-5 207 +/-99 11 +/-19 54 +/-58
Persian: 344 +/-205 |72 +/-59 211 +/-142 183 +/-98 2,665 +/-452 373 +/-164 |301 +/-154
Gujarati: 36 +/-40 249 +/-165 |43 +/-62 0 +/-29 475 +/-192 211 +/-151 |198 +/-92
Hindi: 644 +/-240 (210 +/-90 113 +/-80 108 +/-74 1,606 +/-384 466 +/-227 |832 +/-278
\Urdu: 32 +/-31 47 +/-44 9 +/-16 155 +/-190 375 +/-171 584 +/-344 |80 +/-66
Chinese: 5,960 +/-629 |5,281 +/-657 |2,665 +/-425 3,033 +/-375 31,532 +/-1,697 |3,325 +/-490 |7,082 +/-729
Japanese: 878 +/-234 |58 +/-40 187 +/-106 500 +/-159 2,584 +/-498 631 +/-248 |656 +/-185
Korean: 1,098 +/-331 |245 +/-98 537 +/-236 839 +/-306 5,708 +/-810 1,305 +/-330 |1,105 +/-345
Mon-Khmer, 56 +/-45 54 +/-54 44 +/-57 0 +/-29 1,927 +/-362 92 +/-88 6 +/-24
Cambodian:
\Hmong: 0 +/-29 0 +/-29 0 +/-29 0 +/-29 102 +/-82 0 +/-29 0 +/-29
\Thai: 79 +/-78 55 +/-50 17 +/-25 185 +/-270 539 +/-158 60 +/-64 55 +/-48
\Laotian: 0 +/-29 70 +/-74 0 +/-29 0 +/-29 429 +/-162 21 +/-32 0 +/-29

Source: US Census Bureau, 2010-2014 American Community Survey
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Table 6: City Populations of Individuals who are LEP within VTA Service Area (continued)
(Language Spoken at Home by Ability to Speak English for the Population 5 Years and Over)

Source: US Census Bureau, 2010-2014 American Community Survey

Cupertino Milpitas Mountain View Palo Alto San Jose Santa Clara Sunnyvale

. Margin : Margin : Margin : Margin : Margin : Margin . Margin
Estimate of Error Estimate of Error Estimate of Error Estimate of Error Estimate of Error Estimate of Error Estimate of Error
175 +/-122 | 6,095 +/-578 | 200 +/-124 71 +/-60 60,041 |+/-1,966 |1,907 +/-495 | 1,495 +/-397
52 +/-69 2,528 +/-486 | 295 +/-164 63 +/-48 12,612 |+/-1,040 |1,660 +/-418 | 1,586 +/-348
0 +/-29 0 +/-29 0 +/-29 0 +/-29 15 +/-23 0 +/-29 0 +/-29
0 +/-29 0 +/-29 0 +/-29 0 +/-29 119 +/-67 0 +/-29 34 +/-40
0 +/-29 80 +/-79 90 +/-88 16 +/-23 747 +/-235 318 +/-176 | 146 +/-80
91 +/-70 0 +/-29 27 +/-31 74 +/-67 144 +/-139 38 +/-56 197 +/-94

The data in Table 6 shows that San Jose, the city with largest total population, is also the city in Santa Clara County with the most
individuals who are LEP. However, when looking at all cities combined, the number of languages represented by individuals who are

LEP is remarkable. There are several languages where individuals who are LEP exist in only one or two of the cities listed in Table 6.
Examples of this include the fact that Santa Clara is the only city with a population who is LEP and speaks Yiddish, and San Jose and
Sunnyvale are the only cities with populations that are LEP and speak Hungarian. The data in the table above shows that VTA should
plan its outreach efforts with a particular emphasis on the different languages it may encounter in each city.
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Table 7 lists 2010 — 2014 ACS data on the top five languages for LEP populations of each city with available census data. Consistent
with data for Santa Clara County overall, the top language for LEP populations in four of the seven cities listed is Spanish. The table
below shows the languages VTA will most likely encounter since a large portion of its customers live in these cities.

Table 7: Top Five Languages of Populations that are LEP - Cities within Santa Clara County
(Language Spoken at Home by Ability to Speak English for the Population 5 Years and Over)
Cupertino Milpitas Mountain View Palo Alto San Jose Santa Clara Sunnyvale

Spanish or Spanish or Spanish or Spanish or
Chinese: 5,960 RVIEIGEIGESEH 6,095 | SieEil] 5,068 | @llgl==k EHXXM Spanish 94,294 [BSfeEEY! 5,064 [ <SieEnlk 7,914
Creole: Creole: Creole: Creole:
Spanish or
Korean: Mol FChinese: W48 Chinese: 2,665 | <ol 1,134 | \VEnEmEEEE | 60,041 | el Efcyal| Chinese: 7,082
Creole:
Spanish or
Japanese: 878 | Sjeilil 2,557 RUSSERE 1,063 | SGiElE Xt Chinese: 31,532 MVAGIGENEEEEN 1,907 [WIELE6]f 1,586
Creole:

Hindi: m Tagalog: 2,528 | sk Russian: Tagalog: 12,612 | ir:teflolef 1,660 ‘Vietnamese: 1,495
95

Spanish or
Spanish SN Gujarati: Tagalog: Japanese: Korean: 5,708 | a1k 1,305 | ek 1,105
Creole:

Source: US Census Bureau, 2010-2014 American Community Survey
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Linquistic Isolation:

Linguistic isolation occurs when all members of a household over the age of 14 have
some difficulty with English. As shown in Table 8 below, 11.3 percent of all households
in Santa Clara County are linguistically isolated. The largest group of people who are
linguistically isolated speak Asian and Pacific Island languages at 27.2 percent, followed
by Spanish speakers at 19.7 percent. This data will help VTA staff identify which
language groups in its service area may experience linguistic isolation and thus would
require the assistance of translation and interpretation services.

Table 8: Linguistic Isolation in Santa Clara County
(No one age 14 or over speaks English only or speaks English “very well”)

Subject Estimate Margin of Error
All households 11.3% +/-0.2
Households speaking --
Spanish 19.7% +/-0.8
Other Indo-European languages 11.0% +/-0.8
Asian and Pacific Island 27.2% +/-0.7
languages
Other languages 16.0% +-2.1

Source: US Census Bureau, 2010-2014 American Community Survey

Task 1, Step 2D: Identify any concentrations of persons who are LEP within your
service area

This step involves working with VTA staff who access Geographic Information System
(GIS) mapping to obtain maps that show the concentration of individuals who speak
each of the top 5 non-English languages in Santa Clara County.

Santa Clara County has 15 cities. Of those cities, San Jose has the largest population
and the largest concentration of persons who are LEP. Figure 3 on the next page
depicts VTA’s concentration areas of individuals who are LEP in proximity to light rail
and bus routes. Figures 4 through 8 depict LEP populations by language, census tract,
and proximity to light rail and bus routes.

Figure 9 depicts school district boundaries. In addition to data for LEP populations in the
VTA service area, since VTA also enforces Environmental Justice policies in its
programs and services, this document also contains maps of the VTA service area
which display low-income and minority population concentrations in Figure 10 and
Figure 11, respectively.
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Figure 4: Number of Spanish Speaking Persons — VTA Service Area

Number of Spanish Speaking Persons with Limited English Proficiency - VTA Service Area
2010-2014 American Community Survey
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Figure 5: Number of Viethamese Speaking Persons — VTA Service Area

Number of Vietnamese Speaking Persons with Limited English Proficiency - VTA Service Area
2010-2014 American Community Survey
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Figure 6: Number of Chinese Speaking Persons — VTA Service Area

Number of Chinese Speaking Persons with Limited English Proficiency - VT A Service Area
2010-2014 American Community Survey
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Figure 7: Number of Tagalog Speaking Persons — VTA Service Area

Number of Tagalog Speaking Persons with Limited English Proficiency - VTA Service Area
2010-2014 American Community Survey
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Figure 8: Number of Korean Speaking Persons — VTA Service Area
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Figure 9: VTA Service Area School Districts
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Figure 10: Concentration of Low-Income Population — VTA Transit Service Area
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Figure 11: Concentration of Minority Population — VTA Transit Service Area
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Task 1, Step 3: Consult state and local sources of data
This step involves locating data sources from local government entities, comparing it to
census data, and noting similarities and differences.

Table 9 provides the number of English learners by language for the Santa Clara
County School District, and Table 10 provides data on the threshold languages for
Santa Clara County according to the database for California’s Medicare system, known
as Medi-Cal. Both tables confirm the 2010 — 2014 American Community Survey’s data
of the top four languages amongst individuals who are Limited English Proficient (LEP)
in Santa Clara County. These languages are Spanish, Viethamese, Chinese, and
Tagalog. Table 9 also confirms the 2010-2014 data finding that Korean is the fifth most
prevalent language amongst individuals who are LEP in Santa Clara County.

Table 9: Santa Clara County School District Language Groups
Language Group Number of English Percent of All
Learners Students
Spanish 43,610 15.8%
Viethamese 7,575 2.7%
Mandarin 2,752 1.0%
Filipino 1,906 0.7%
Cantonese 997 0.4%
Korean 969 0.4%
Punjabi 689 0.2%
RISSE 575 0.2%
Arabic 383 0.1%
Hmong 15 0.0%
All Other Non-English 7,313 2.7%
Languages
English Learners Subtotal 66,784 24.1%
English Speaking Students 209,905 75.9%
Total Students Enrolled 276,689 100.0%
Source: California Department of Education, English Learners by Grade and Language (2015)

Table 10: Summary of Medi-Cal Threshold Languages for Santa Clara County

Primary Language Population Numt_)er of Indivi_duals Percent of (_:ounty
Eligible for Medi-Cal Population
| Entire Population 305,102 100.0%
Spanish 103,372 33.9%
 Vietnamese 36,416 11.9%
' Mandarin 7,782 2.6%
' Tagalog 5,305 1.7%
Cantonese 3,381 1.1%

Source: California Department of Health Care Services, Summary of Threshold Languages by County
(2014)
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Task 1, Step 4: Community organizations that serve persons who are LEP
This step involves conducting community outreach with organizations in VTA’s service
area that work with LEP populations.

As part of its outreach efforts for various projects and services, VTA conducts meetings
with numerous social services agencies, cultural centers, places of worship, residential
communities, and community based organizations (CBOs) that provide services to
individuals who are LEP.

One of the main resources VTA uses to identify CBOs is the Refugee and Immigrant
Forum of Santa Clara County. This group is an umbrella organization for smaller CBOs
and agencies that serve minorities, low-income clients, and individuals that are LEP.
Some members of the forum include American Red Cross, Catholic Charities of Santa
Clara County, and the Santa Clara Social Services Agency, amongst others. The forum
itself meets monthly to discuss resources, events, and opportunities for the clients its
member agencies serve. By serving as a member of RIF, VTA is able to connect with
any number of these organizations to conduct community outreach and gain feedback
from a diverse segment of the community. VTA was able to work with some of these
organizations to administer the survey on the following page (Figure 12) to different LEP
populations.

The purpose of the survey was to ask questions that would inform VTA staff which of its
services clients use most often, which services they consider most important, how they
access information about public transit. It also served to provide information about
demographics of these individuals including their English proficiency, their preferred
language, race/ethnicity, and income. We wanted to focus as much of our outreach as
possible on LEP groups. For these individuals, we wanted to see if they noted
experiencing any language barriers while using VTA and if they were aware of VTA’s
free language assistance services.
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Figure 12 — VTA Title VI Survey

ﬁ Title VI Survey

. Which of the following do you ride on a regular basis?
{Check all that apply)

O VTA Bus Route(s)
O VTA Light Rail Route(s)
O Neither. Why not?

. If you do ride VTA on a regular basis, what do you typically
use it for?

O work

O School

O Medical Appointments

O Recreational Use

O Other:

. How important is VTA bus service to you?
O Very Important

O Somewhat Important

O Don't use it/No opinion

O Somewhat Unimportant

O Very Unimportant

. How important is VTA light rail service to you?
O Very Important

O Somewhat Important

O Don't use it/No opinion

O Somewhat Unimportant

O Very Unimportant

. Are you limited or prevented from any of the following
because of language? (Check all that are “yes”)
[ Buying tickets for services provided by VTA.
O Using services provided by VTA.
O Getting information about VTA services, projects, or
activities.
O Attending public meetings provided by VTA.
Please explain.

. Please identify how frequently you use the following
means of obtaining information on public transit and for
construction projects. (Check one box for each row)

0 1 2 3
Not atall | Rarely | Sometimes | Often

4

Outlet Daily

Facebook

Instagram

Linkedin

Newspaper

Radio

Community
Group/Center

v

Twitter

VTA Website

VTA Customer
Service Call
Center

51l.org

Gov Delivery

Email
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7.

10.

11

12.

13.

14,

15.

Speak
Read
Write
Understand
. How well do you speak, read, write, and understand
English?
1
0 Not 2 4
Not At Very Fairly 3 Very
All Well Well Well Well
Speak
Read
Write
Understand

How do you usually access the internet? (Check one only)
O Mobile Device (Smartphone/Tablet)

O Laptop

O Desktop

0O Other:

. Which language do you most prefer to communicate in

speaking, reading, writing, and understanding?

Did you know VTA can provide free assistance in your
primary language?

O Yes O No

Bilingual representatives can provide information to help
you use the bus, light rail (train), and participate in public
meetings.

What is your current age?
How many people regularly live in your household?

How many vehicles do members of your household use?
O None
012

O 3 or more

Which ethnicities (cultural/national origin) and/or races
do you identify with? (Check all that apply)

O Hispanic or Latino

O American Indian or Alaska Native

O Asian

O Black or African American

O Native Hawaiian or Other Pacific Islander

O white

O Two or More Races

O Decline to state/No Answer

What is your total annual household income?

00 -$24,999 O $100,000 - $149,999

O $25,000 - $49,999 O $150,000 - $199,999

O $50,000 - $74,999 O $200,000 - $249,999

0 $75,000 - $99,999 O Over $250,000

Thank you for taking the survey!



Survey Administration:

VTA administered the above survey using several different methods. First, VTA staff
handed out surveys in person at the downtown customer service center. This allowed
us to gain information about the individuals who utilize the downtown customer service
center in comparison to the overall population of people surveyed.

Other surveys were self-administered by Jewish Family Services of Silicon Valley,
where discussion participants were allowed to complete the surveys on their own before
participating in a larger group discussion.

Surveys were also sent out through mail, email, and in-person delivery to the following
organizations: Day Worker Center of Mountain View, International Rescue Committee,
and PARS Equality Center. This allowed us to reach these groups and gain their
feedback despite not being able to conduct a guided discussion with clients.

Finally, this survey was also posted online through Survey Monkey so that those who
visit the VTA website could participate in the survey as well. As shown in Appendix C,
the survey was publicized on both VTA’s main web page and its Headways blog, VTA’s
subscriber based e-newsletter.

VTA will use the feedback and information obtained through this survey to address
issues reported by participants to ensure that they have equal access to VTA services
and are not limited by their English proficiency.

Other Public Qutreach:

Other examples of VTA’s public outreach is our Envision Silicon Valley initiative and
NEXT Network project. Similar to the outreach done for the 2016 LEP Plan update,
these projects also utilized the Refugee and Immigrant Forum of Santa Clara County to
connect with community based organizations.

VTA launched Envision Silicon Valley to engage community leaders and county
residents in a dynamic visioning process to discuss current and future transportation
needs, identify solutions and craft funding priorities. This process has helped VTA
prepare for a countywide sales tax measure to be placed on the November 2016 ballot
to enhance transit, highways, expressways and active transportation (bicycles,
pedestrians and complete streets).

With the NEXT Network project, VTA plans on redesigning its bus and light rail network
based on an ideal combination of providing coverage to as much of its service area as
possible while also focusing on the segments of its service area with particularly high
ridership. In order to ensure this meets the needs of the constituents in its service area,
VTA has been conducting extensive public outreach to gain feedback on what people
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prefer most for VTA’s bus and light rail network in terms of balancing ridership and
coverage. Fact sheets for VTA’s NEXT Network are included as Appendix F.

Updated in 2020
For a list of Community Outreach efforts per project per year for 2017 — 2020, and
examples of translated materials, See Appendix | for 2020 Update.

The following table is comprised of some of the organizations VTA reached out to for
the VTA NEXT Network project and VTA'’s Envision Silicon Valley initiative. These
organizations are listed here because they work most directly with individuals in the
community.

Table 11: VTA Community Outreach Groups

Envision Silicon Valley NEXT Network
Billy DeFrank Vintage Program Winchester Neighborhood Action Coalition
Jewish Community Group, The Villages TransForm
Oshman Jewish Community Center CalWORKs Advisory Council
Paulson Park Apartments Traffic Safe Communities Network

Shorebreeze Apartments Mountain View | Refugee and Immigrant Forum
Land Use/Transportation Integration

Silicon Valley Council of Non-Profits Working Group
Summer Hill Homes

The Fountains — Mountain View
Transit Justice Alliance

Working Partnerships USA

Task 1, Step 4A: Identify community organizations
This step involves identifying resources to help identify community organizations that
serve individuals who are LEP.

VTA continues to identify other community based organizations (CBOs) by contacting
umbrella organizations such as the following:

e Refugee and Immigrant Forum of Santa Clara County
e County of Santa Clara Social Services Department

The Refugee and Immigrant Forum of Santa Clara County was a valuable resource for

the 2016 LEP Plan update by connecting VTA staff with the following organizations that
serve a diverse client base who represent different languages and ethnic backgrounds

within the community.

Organizations:
e International Rescue Committee
Languages: Amharic, Arabic, English, Farsi, Spanish, and Tigrinya
e Jewish Family Services of Silicon Valley
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Languages: Arabic, Armenian, English, Farsi, Russian, and Spanish
e PARS Equality Center
Languages: English, Farsi
In addition, the Day Worker Center of Mountain View was also identified as a potential
resource after consulting VTA’s 2013 LEP Plan.

Task 1, Step 4B: Contact relevant community organizations
This step involves contacting community organizations that serve individuals who are
LEP to ask if their clients are willing to provide feedback on VTA services.

VTA staff connected with Maria Marroquin, Executive Director of the Day Worker Center
of Mountain View, after identifying this agency as having previously participated in the
original LEP Plan. Although Maria was unable to accommodate a guided discussion
group with clients and VTA staff, she offered to administer the survey during one of her
agency’s weekly meetings. Maria requested surveys in Spanish and English, which VTA
staff mailed out and received once they were completed. VTA received 23 completed
surveys in total from this group.

VTA connected with staff from Jewish Family Services of Silicon Valley at the July
Refugee and Immigrant Forum meeting and inquired about administering a survey to
their clients. The following week VTA staff attended a life skills course offered by the
organization to their clients. Eleven people in total were able to participate in a guided
discussion wherein they filled out the survey and afterwards offered comments relating
to their experiences using VTA services.

VTA also connected with staff from the International Rescue Committee at the July
Refugee and Immigrant Forum meeting and inquired about administering a survey to
their clients. The following week VTA staff visited the agency’s office and provided them
with copies of surveys in various languages so staff could administer them as clients
visited their office. Six completed surveys were collected from their office a couple of
weeks later.

The third group VTA staff connected with at the July Refugee and Immigrant Forum
meeting was the PARS Equality Center. This group only requested surveys in English
and Farsi. Once the translation of the survey into Farsi was completed, it was emailed
along with the English version to the agency’s staff. The following week PARS Equality
Center staff contacted VTA to retrieve 19 completed surveys.

Throughout these efforts, VTA staff placed emphasis on educating people about its free
language translation services through its call center, demonstrated how to use its
VTAlerts app to receive real time information on bus and light rail schedules, helped
obtain bus and light rail schedules, and forwarded complaints and requests to customer
service, who then entered this data into VTA’s Salesforce system for further review from
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VTA management. VTA staff offered the possibility of making future visits to collect
feedback and conduct additional community discussions on VTA projects. For those
agencies who expressed interest in these opportunities, VTA contacts forwarded their
information to community outreach and planning staff at VTA for future event planning.

Based on the outreach efforts completed for the 2016 Limited English Proficiency Plan
update, Day After Reports summarizing the responses and feedback from each agency
were compiled and can be found in Appendix D.

Task 1, Step 4C: Obtain Information
This step involves communicating with representatives of the agencies who participated
in VTA’s outreach efforts, and gathering general information on the clients they serve.

For each of the agencies listed below, VTA staff contacted an agency representative to
go over information such as number of clients the agency has, clients’ country of origin,
and destinations that are visited most often by clients via public transit.

Day Worker Center of Mountain View

The Day Worker Center of Mountain View administered surveys to their clients after
receiving them from VTA staff via email. The areas frequented by their day worker
employees, hereafter referred to as clients, are primarily in Sunnyvale, Mountain View,
and Los Altos. Because the number of clients they serve is dependent on the number of
jobs available in the local area, the number varies from year to year. However, the
agency has noted a definite rise in their number of clients over the last five years. Most
of their clients are Spanish speaking and come from Latin America. Approximately 65
percent of their clients are male, and about 35 percent are female. Although the age
range of their clients is from 17 to 65, most are between the ages of 30 and 50 and
have an elementary school education. Some of the most frequented destinations by
these clients via public transit are major medical and retail complexes on EI Camino
Real, which spans throughout the Day Worker Center’s primary service area.

International Rescue Committee (IRC)

Initially, VTA staff talked to the IRC staff manager at a Refugee and Immigrant Forum
meeting about VTA'’s Limited English Proficiency Plan 2016 update. The following week,
VTA staff met with this organization to deliver surveys, which their agency staff said
would be best to administer at meetings and classes. International Rescue Committee
spans a wide service area that includes the following counties: Alameda, Monterey, San
Mateo, Santa Clara, and Santa Cruz. While the agency itself brings in about 200 clients
a year lately, because other agencies refer clients there, lately they serve about 500
clients a year. This marks a definite increase in the number of clients they have seen
over the last five years. Most of their clients come from Afghanistan, Iraq, and Iran. This
group had recently collected demographic information on its clients and reported to VTA
staff that they serve 56 percent men and 44 percent women, with most being single,
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employable adults in their 20s or 30s. Most clients have a high school education,
although some have little to no education whatsoever. The destinations IRC clients
most frequently go to are Wells Fargo, the County of Santa Clara Social Services office,
and the Valley Health Center on Lenzen Avenue, a clinic connected to Santa Clara
Valley Medical Center.

Jewish Family Services

Jewish Family Services was the first group VTA held outreach efforts with for the 2016
update of VTA’s 2013 Limited English Proficiency Plan. The primary area they serve is
Silicon Valley, and they provide services to about 150 people every year. The number of
clients they serve has gone up slightly over the last five years. Although their clients
come from several different countries, most of their recent clients are similar to clients
from IRC in that they come from Iran, Iraq, and Afghanistan. Most of the clients who
come to Jewish Family Services are at least high school graduates, with some having a
bachelor’s or master’s degree. The number of male and female clients they have is
about equal, but most clients are either in their mid-20s, 40s, or 50s. Clients from this
agency most frequently travel to the following destinations via public transit: Santa Clara
Valley Medical Center, Santa Clara Department of Motor Vehicles (DMV), Los Gatos
DMV, and the County of Santa Clara Social Services office.

PARS Equality Center

Initially, VTA staff talked to this agency’s Director of Social Services at a Refugee and
Immigrant Forum meeting about VTA’s Limited English Proficiency Plan 2016 update.
The following week, VTA staff emailed surveys to the Director of Social Services to
administer to clients as they came to the agency’s office. Although the organization has
locations throughout California, the office VTA contacted primarily serves the South Bay
Area. The agency currently serves about 100 clients per year, and the number has
definitely gone up over the last five years. Nearly all of their clients come from Iran and
are at least high school graduates. The amount of male and female clients they have is
roughly equal, and the ages of their clients range widely since they work with many
families. These clients most frequently use public transit to go to Santa Clara Valley
Medical Center and the County of Santa Clara Social Services office.

Factor 2. The Frequency with which Individuals who are LEP Come into
Contact with Your Programs, Activities, and Services

Task 2, Step 1: Review the relevant programs, activities, and services you provide

This step involves listing VTA’s programs, activities, and services which individuals who
have limited English proficiency (LEP) come into contact with most frequently.
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Feedback obtained from the administered survey revealed that VTA’s customers who
are LEP come into contact with bus service most often (89.7 percent of participants),
followed by light rail services (49.1 percent of participants). Several of these customers
stated that they utilize their bus drivers and the VTA Downtown Customer Service
Center for information on VTA services. 42.1 percent of participants also indicated that
they were unaware of VTA’s free language assistance services. This will have to be
considered during future outreach efforts and for future VTA promotional materials.

Updated in 2020

To promote the language assistance services more widely, cards were created so
customers can identify their primary language and call Customer Service for assistance.
During VTA’'s New Employee Orientation trainings and in Operator trainings, employees
are made aware of the language assistance service and are shown a sample of the
card. Operators can give these cards to customers who are limited English proficient.
For an example of the Language Assistant Card, See Appendix | for 2020 Update.

Some other trends from the survey data include:
e People with fewer vehicles in their household were more likely to consider bus
and light rail services to be very important.
e Those who used VTA to get to work were more likely to access the internet via a
mobile device.
e Older adults were less likely to use mobile devices and instead use laptops or
desktops to access the internet.

Apart from the questions presented in the survey, feedback was also obtained on
people’s general experiences using VTA services. Participants submitted a variety of
comments, but some common themes were present. Many people requested increased
service frequency, including increased service hours, and greater coverage on bus
routes. Individuals also wanted more bus shelters and bus stop amenities such as real
time information (RTI) systems.

Task 2, Step 2 and Step 3: Review the information obtained from community
organizations and consult directly with people who are LEP

This step involves reviewing the feedback obtained from the individuals and community
groups contacted as part of the 2016 update to VTA’s 2013 Limited English Proficiency
Plan. When VTA staff met with the organizations listed in Task 1, Step 4B, the survey in
Figure 12 was used to get feedback about VTA’s services.

The survey from Figure 12 was also translated into 12 languages other than English.
This is a critical part of ensuring that the different LEP populations served by VTA are
also able to participate in the survey and provide our organization with valuable
feedback regarding its services. The translations of the survey can be found in
Appendix B.
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Included below are data trends for people surveyed at the VTA Downtown Customer
Service Center, where the bulk of surveys were collected, as well as data trends for all

people surveyed.

Data Trends: Downtown Customer Service Center

VTA staff administered a total of 116 surveys at the Downtown Customer Service
Center over the course of two days. Upon examining the data, there appeared to be
some trends relating to the customer base of the center.

Demographically, individuals who use the Downtown Customer Service Center appear
to be slightly older on average. As shown in the chart below, more than half of those
surveyed at the center were over the age of 55.

Figure 13: Downtown Customer Service Customers — Question 11

What is your current age?
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The data for this group also showed a slight increase for the amount of individuals who
use VTA to get to medical appointments. This may relate to the fact that individuals
using the center tend to be older and thus may attend medical appointments more
frequently.

Figure 14: Downtown Customer Service Customers — Question 2

If you do ride VTA on aregular basis, what do you typically use
it for?
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The vehicle use of this group of customers also appeared to be lower than average,
with a majority of participants living in households without vehicles.

Figure 15: Downtown Customer Service Customers — Question 13

How many vehicles do members of your household use?
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As seen in the chart below, those who visit the center are more likely on average to use
something other than a mobile device to access the internet. Overall a majority still
utilize mobile devices, but the amount who do not is far greater on average in
comparison to the overall population of participants.

Many who selected “other” left the explanation space blank without providing any
additional information. It is possible that they may have done so in order to indicate that
they do not regularly use the internet. A few participants wrote “not often” or “none” in
that space, which further seems to suggest that they were attempting to communicate a
lack of internet use.

Figure 16: Downtown Customer Service Customers — Question 7

How do you usually access the internet? (Check one only)
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In terms of income, these customers supported the overall trend wherein the majority of
those surveyed had a household income of less than $25,000.

Figure 17: Downtown Customer Service Customers — Question 15

What is your total annual household income?
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The English language proficiency of this group of customers did appear to be slightly
higher than average compared to the total population surveyed.

Figure 18: Downtown Customer Service Customers — Question 9

English Language Proficiency
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This may relate to the fact that as indicated below, a majority of the customers selected
English as their preferred language for speaking, reading, writing, and understanding.
Spanish was the second most popular language, followed by Chinese. Korean and
Vietnamese were each selected twice as a preferred language.

Figure 19: Downtown Customer Service Customers — Question 8

Language Preferences at the Downtown Customer
Service Center
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Overall the customers who utilize the Downtown Customer Service Center appear to be
slightly older, with a higher level of English proficiency. They tend to have fewer
vehicles, thus they may rely more heavily on public transit in order to get to common
destinations such as work or medical appointments.
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Data Trend: Importance of VTA services in comparison to the
number of vehicles per household

VTA received a total of 185 completed surveys including the 116 that were completed
by customers at the Downtown Customer Service Center. An examination of all 185
total surveys indicates some other notable trends.

The data indicated a correlation between the number of vehicles in a household and the
perceived importance of VTA bus and light rail services. A majority of participants
indicated that VTA bus and light rail services were “very important” to them, but those
who indicated that it was “somewhat important” or less also tended to have one or more
vehicles in their household. As the charts below show, there are very few households
without vehicles (blue bars) that indicated VTA services were anything less than “very
important.” Those who selected “somewhat important” or less tended to live in
households with one or more vehicles.

Figure 20: All Respondents — Comparing Questions 3 and 13
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Figure 21: All Respondents — Comparing Questions 4 and 13

Importance of VTA light rail service / Number of vehicles in household
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Thus there appears to be a negative correlation between the perceived importance of
VTA bus and light rail service and the number of vehicles in a household. Households
with no vehicles tend to consider these services more important than households with
one or more vehicles. This is logical considering the fact that households without
vehicles would likely have a greater reliance on public transit.
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Data Trend: Household size in comparison to number of
vehicles per household

The data also indicated that households with fewer occupants were more likely to have
a fewer number of vehicles. As the chart below indicates, those participants who lived
alone were far more likely than any other group to have no vehicles. As household size
increases, it becomes less likely that these households will have no vehicles.

Figure 22: All Respondents — Comparing Questions 12 and 13
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Data Trend: Use of VTA services in comparison to device
use.

It is interesting to note that there appears to be a trend between passenger destination
and device use. The chart below shows that those who ride VTA bus or light rail to get
to work are far more likely to use a mobile device to access the internet than any other
group. Those who use VTA to get to school are the second most likely to access the
internet on a mobile device. These groups’ frequent use of mobile devices could relate
to the fact that they use VTA service more regularly on weekdays, and thus may use
their mobile devices during their frequent trips to and from work and school.

Figure 23: All Respondents — Comparing Questions 2 and 7
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70
60
50
40
30
20 I
10
, Hlm EE_ Ilm = !!g
Work School Medical Recreational Use  Other (please
Appointments specify)

‘ @Mobile Device (Smartphone/Tablet) @Laptop @ Desktop ‘

46



Data Trend: Device use by age group

In terms of participants’ device use, a majority tend to rely on their mobile devices to
access the internet. However, there does appear to be a trend among those who use
laptops and desktops as their preferred method of internet access. As the chart below
indicates, those participants who use laptops and desktops to access the internet tend
to be older overall. Individuals below the age of 35 did not use desktop computers, but
would occasionally use laptops. Desktop and laptop use appears highest in individuals
above the age of 45, with mobile device use dropping significantly within these groups.

Figure 24: All Respondents — Comparing Questions 7 and 11
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Graphs and charts showing data for each survey question are included in Appendix D.

Below is a compilation of general feedback obtained from the groups and follow-up
measures being taken by VTA staff.
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Community Group Feedback

Day Worker Center of Mountain View

General Feedback: One of the respondents indicated that they do not attend VTA public
meetings because “the meetings seem very selfish and driven by the contractors.”

Follow-Up: This comment will be forwarded to VTA staff to take into consideration for
future meetings.

International Rescue Committee

General Feedback:

IRC staff informed us that their clients would like increased bus coverage.

Staff also stated that some clients have concerns about the long travel times when
riding the bus.

IRC staff wanted to learn more about Eco Passes and whether they could potentially
sign up for these for use by their clients.

IRC staff mentioned that they were in the process of scheduling a “cultural orientation”
for clients which would contain workshops to educate them on a variety of topics. They
expressed interest in having VTA staff participate by teaching clients how to use bus
and light rail service, as well as answer any other questions they may have about
transportation.

Follow-Up:

VTA staff will discuss IRC’s “cultural orientation” events and determine which staff
members would be available to participate. Information has also been sent to IRC’s Site
Manager regarding VTA’s Eco Passes.

Jewish Family Services of Silicon Valley

General Feedback:

Participants suggested increased bus frequency, with buses arriving approximately
every 15 minutes. One man remarked that the bus stop at Williams and San Tomas was
particularly problematic. A few others remarked that the #48 bus arrives too
infrequently.

Participants coming from Santa Clara and Sunnyvale and travelling to the Jewish
Family Services office commented that there was no direct bus route available, and that
they would need to use several different bus lines to reach their destination.

48



Participants also suggested naming each bus stop and displaying this name on the bus
stop sign so that each stop is more easily identifiable.

Participants wanted updates on whether buses were running late, and requested that all
bus stops have Real Time Information, similar to the stop at West Valley College.

Many participants commented that they did not like waiting for the bus in the hot sun or
in the rain. They requested that more bus stops have shelters, specifically the bus stop
at Los Gatos and Lark near the organization.

A participant commented that many people come to Jewish Family Services from Good
Samaritan Hospital, so they need to walk a long distance in order to reach Jewish
Family Services because there are no direct bus routes.

Participants commented that they preferred the bus over the light rail because it is
easier for them to get to the bus stops than the light rail stations.

Participants stated that they had no issues buying tickets for the bus, using clipper
cards to pay for fare, or loading additional money onto their clipper cards.

Most participants felt that the price of the monthly pass was far too high, and they
wanted to know whether they could get a refugee or immigrant discount, even if it only
lasted for 2-4 months.

Participants wanted to learn more about Eco Passes.

Participants enjoyed using the VTAlerts App to get travel information. Everyone in
attendance had a smart phone and either already had the app, or expressed interest in
downloading it.

Follow-Up:

As a result of feedback that was given during the small group discussion, VTA staff will
follow up with the comments relating to requested changes to the bus routes and bus
stops including shelters, names, Real Time Information, increased frequency, etc. Some
participants also expressed interest in having discounted passes based on refugee
status which would last 2-4 months, and VTA staff will look into this. VTA staff also
explored initiating a request for a bus shelter at the Los Gatos and Lark stop as
requested by the participants.

VTA Downtown Customer Service Center

General Feedback:

Participants suggested increased bus frequency, with buses arriving approximately
every 10 minutes. They also requested that buses run later into the early morning, until
4:00 or 5:00 am.

One participant specifically suggested that more 168 express buses should be available
during the middle of the day for South Bay commuters. She also suggested that an
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additional 168 bus should run for students in addition to the current route scheduled for
7:42 am.

One participant commented that previously she was very unhappy with VTA customer
service, but later when a new supervisor was hired it improved greatly. She indicated
she was very happy with the change and to keep up the good job.

In obtaining information about public transportation, many people said they use the VTA
Downtown Customer Service Center for assistance in learning about public transit
and/or construction projects. Several Spanish speaking customers indicated that they
ask their bus drivers for information.

One woman explained that people in her community (which is largely Chinese) have
issues with Outreach, VTA’s current paratransit contractor, translations over the phone
and during their rides. They say that the phone operators only speak English and
sometimes Spanish. She said that during rides people often have trouble getting to their
destinations due to language barriers.

As with Jewish Family Services, customers indicated that more bus shelters are needed
because of the hot weather.

Follow-Up:

As a result of feedback that was given, VTA staff will follow up on comments relating to
requested changes to the bus routes and bus stops including shelters, increased
frequency, longer service hours, etc.

Factor 3: The Importance of Your Program, Activities and Services to
Persons who have Limited English Proficiency (LEP)

Task 3, Step 1: Identify your agency’s most critical services
This step involves identifying which VTA services would have serious consequences if
language barriers prevented a person from accessing them.

Most of VTA’s customers who have limited English proficiency that were surveyed for
the 2016 Plan use both bus and light rail service, with a higher percentage using only
bus services. Furthermore, a large number of them said they ask their bus operator for
information they need regarding VTA services. With this knowledge in mind, it is
important to ensure that our multilingual bus operators are providing assistance in as
many languages as possible.

Because of its ability to provide interpreters for all of the safe harbor languages in VTA’s
service area, language line services provided through the VTA Customer Service Call
Center are also critical for our clients who have limited English proficiency. Similarly, the
contracted services VTA receives for translated documents and interpretation at public
meetings is also essential for the LEP populations throughout the community.
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After discussing VTA services with individuals who were surveyed, it is clear that many
are dependent on VTA for transportation to important locations such as work, school,
and medical appointments. If there were interruptions to our bus or light rail services,
and no language assistance services were available, VTA’s customers who have limited
English proficiency would be unable to access many critical places. Since VTA also
takes part in many construction projects, a lack of language assistance services could
also result in safety hazards for these customers.

For information regarding VTA customers from individual agencies, including the VTA
services they use most and what they use those services for, please refer to the Day
After Reports in Appendix D.

Task 3, Step 2: Review input from community organizations and persons who are
LEP

This step involves documenting the importance of different services provided by VTA to
individuals who are LEP, as well as suggestions and requests these individuals have
made.

After reviewing feedback from the surveys administered as part of the 2016 update to
VTA’s 2013 Limited English Proficiency Plan, the vast majority of people surveyed
indicated that both bus and light rail service is very important to them. They also
indicated that it is important to have bilingual services available, particularly when it
comes to bus operators providing assistance.

In order to ensure individuals who are LEP can access VTA services, projects,
programs and activities without language barriers, VTA offers the following language
assistance services:

e Lanqguage line services are utilized through VTA’s Customer Service Department.
When contact is made from a customer who is not fluent in English,
if VTA’s Customer Service Department does not have an onsite interpreter or is
not able to contact a staff member who is fluent in that particular language, VTA
will contact the language line for support. This service provides interpreters
for customers to speak with VTA staff in all safe harbor languages through VTA’s
service center, Downtown Customer Service Center as well as face-to-face
interactions with members of the public when necessary.

e VTA has bilingual staff to provide interpretation at VTA public meetings and
events.

e In case VTA does not have staff that speaks a customer’s primary language,
there are contracted services to provide interpretation at VTA public meetings
and events for customers who require language assistance services.
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e VTA also has contracted services to provide translation of documents, which is
done for all documents as listed in the Vital Documents Plan (Appendix G).
These services are also available upon request.

Furthermore, in response to feedback from community organizations, VTA has focused
on accomplishing several goals, including:

e Providing free Clipper Cards to agencies serving clients that are low-income and
have limited English proficiency.

e Providing presentations to CalWORKs clients on the upcoming NEXT Network
Project. This is significant considering CalWORKSs clients are low-income
individuals who receive aid from the Santa Clara County Department of Social
Services. Since many people who use VTA are low-income, this is a great
opportunity for these VTA customers to give feedback on a project that aims to
redesign VTA’s bus and light rail network.

e Creating a multilingual video on how to use VTA bus and light rail services.

e Designing a tour on how to use VTA for immigrants and refugees in Santa Clara
County.

Updated in 2020 Since the LEP 2016 update was done, VTA has been distributing a
wide variety of translated printed materials and providing on-line translated information
resources for general services as well as for specific projects. In addition, for community
meetings, translated materials are provided for that particular community’s language
needs and, where needed, translators were provided at the meeting. For a breakdown
of the LEP materials used for various projects and at meetings from 2017 to 2020, See
Appendix | for 2020 Update.

VTA continues to address the following issues that were raised in the 2013 Limited
English Proficiency Plan, although staff and financial resources are still limited.

1. Research current technology and software to enhance the use of machine
translations on our website.

Challenge: Currently, technology is limited and machine translations do not always
convey the correct meanings of documents, and not all words can be translated from
English to another language. Using all human translations is not feasible due to time
and financial constraints.

2016 Update: VTA staff continue to research the most effective means of performing
translations from English to other languages for VTA documents and information. Using
only human translations is still not feasible due to costs and time, but staff does reach
out to community groups to remind them that translations can be made available upon
request.
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2. Increase the number of documents that can be translated such as bus schedules
and Take Ones (VTA rider newsletter), for riders from members of smaller LEP
communities who frequently use our services.

Challenge: The cost of printed materials is based on volume. So, printing small
guantities of schedules or Take Ones would not be economically feasible. Additionally,
space is limited, so we could not have route schedules in multiple languages in our bus
schedule racks.

2016 Update: As mentioned above, in order to assess the needs of VTA's ridership as
effectively as possible, outreach to different community groups is done to see which
translations are needed for different languages in the VTA service area.

Factor 4. The Resources Available to the Recipient and Costs

Task 4, Step 1: Inventory language assistance measures currently being
provided, along with associated costs

This step involves consulting VTA staff on the different language assistance measures
provided to individuals who are limited English proficient (LEP) in order to help them
access services and information.

VTA utilizes the following resources to ensure LEP populations in its service area can
access its services without any language barriers:

e The language line service available through VTA’s customer service call center.
This service, which provides interpreters in the safe harbor languages for VTA’s
service area, helped 7,297callers for calendar years 2018 and 2019 combined.
These calls covered 34 different languages. See Appendix | for 2020 Update

e Bilingual VTA staff who can provide translation for customers over the phone, in
person at the downtown customer service center, and at public meetings. When
needed, these staff members can also assist with translation of certain types of
documents. As of September 2020, VTA has approved around 20 staff members
to assist with translation, providing service in Tagalog, Viethamese, Chinese
(both Mandarin and Cantonese), Punjabi and Spanish.

e Contracted vendors provide translation of documents according to the Vital
Documents Plan (Appendix G). VTA created the Vital Documents Plan to ensure
translations in the safe harbor languages for its area are completed. The
document lists three tiers of different documents that are vital to using VTA’s
services and ensure customers are aware of their rights under applicable federal
laws.

e Contracted vendors provide review and quality control of the various documents
that have been translated and provided for public use.
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Updated in 2020 The VTA public website, www.vta.orqg, offers a TRANSLATE tool found
on the footer of any page on the site. When selected, a choice of 81 languages shows
in a dropdown menu. Browsing on that page or other pages, continues in the selected
language until another language is selected. Translated documents on different vta.org
webpages can be selected by clicking on the appropriate link.

Updated in 2020 After reviewing the feedback obtained from the LEP Plan, VTA created
a Public Participation Plan to serve as guidance on how to provide the public with
meaningful engagement opportunities relating to VTA services, activities, and projects.
Because the PPP is supposed to be a living document that is continually reviewed and
updated as needed, it was also updated in September 2020 to capture major
organizational and project changes, and accomplishments. By providing frequent
opportunities for community feedback, VTA preserves its commitment to serving the
needs of the community as expressed by its members.

VTA utilizes the following resources to provide assistance to individuals who are LEP to
navigate VTA services and information in several ways, including the following:

e The VTA Public Participation Plan, which gives guidance on how to effectively
engage different communities in VTA’s service area, particularly minorities,
individuals who are LEP, and those with low-income.

e The VTA Vital Documents Plan, Appendix G, which VTA has created in order to
ensure translations are completed for documents which are vital to using VTA’s
services and ensuring customers are aware of their rights under applicable
federal laws.

In order to ensure individuals who are LEP can access information about their rights
while using VTA, the following translations have been completed. For examples see
Appendix | for 2020 Update

¢ A Notice to the Public for Title VI has been translated into the safe harbor
languages for VTA'’s service area at every light rail station. It is also posted in all
light rail and bus vehicles in the top three languages for VTA’s service area. This
document explains individuals’ rights under Title VI and how to file complaints if
they believe VTA is discriminating against them based on race, color, or national
origin, which includes LEP status.

e A Notice to the Public for ADA is posted in all bus and light rail vehicles in the top
three languages for VTA’s service area. This document serves as a notice of
people’s rights under the Americans with Disabilities Act and how they can file a
complaint if they believe VTA is discriminating against them based on a disability.

e The following documents have been translated into the safe harbor languages for
VTA’s service area and posted on the VTA webpage. Title VI: Organizational
Commitment

e Title VI: Notice to the Public

e Title VI: Fact Sheet
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e Title VI: Complaint Process

e Title VI: Complaint Form

e Americans with Disabilities Act (ADA): Complaint Form

e ADA: Reasonable Modification Summary

e ADA: Reasonable Modification Policy

e ADA: Grievance Procedure

e ADA: Nondiscrimination Statement and Notice to the Public

The following documents have been translated into the top five languages spoken by
individuals who are LEP in VTA’s service area and posted on the VTA webpage:

e Clipper Card and VTA Day Pass Fact Sheet

¢ Alum Rock/Santa Clara Bus Rapid Transit Project Fact Sheet

e EIl Camino Real Bus Rapid Transit Project Fact Sheet

e VTA Silicon Valley Express Lanes Program Fact Sheet

e VTA’s BART Silicon Valley Phase Il Extension Project: Environmental Process —

Fact Sheet

The following documents were translated into the top three languages spoken by people
who are LEP in VTA'’s service area and posted on VTA’s webpage:

e VTA paratransit services: Eligibility Brochure

e VTA paratransit services: Rider's Guide

e VTA paratransit services: Reasonable Accommodation Notification

e VTA paratransit services: Contact Information and Process

e VTA’s BART Silicon Valley Phase |: Berryessa Station Fact Sheet

e VTA’s BART Silicon Valley Phase |: Milpitas Station Fact Sheet

For examples of translated versions of some of the above-noted documents, See
Appendix | for 2020 Update

Updated in 2020: VTA Translation Process

VTA publishes translated materials for each project, including items like a Fact Sheet, a
PowerPoint presentation, a survey, or a meeting announcement postcard. To determine
into which languages to translate, VTA uses Geographical Information System (GIS)
data combined with census data for the study area to determine the top two or three
languages spoken there. For an example of a map using this process, See Appendix |
for 2020 Update

In VTA project areas, those languages are typically Spanish, Viethamese and Chinese.

The appropriate materials are selected for translation and sent to one of VTA’s
translation vendors, who then sends the translated documents to another vendor who
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reviews the translation quality. Then a VTA bilingual employee reviews the text again to
make sure it sounds correct and appropriate. The process, start to finish, can take one
week, or longer.

VTA spent $88,558.04 in calendar year 2014 and $133,151.51 in calendar year 2015 for
language assistance services. Document translation expenses more than doubled from
$34,372.49 in 2014 to $84,252.99 in 2015. Table 12 provides more information on
VTA'’s Title VI expenses for calendar years 2014 and 2016.

Task 4, Step 2: Determine what, if any, additional services are needed to provide
meaningful access

This step involves reviewing the top languages spoken in VTA’s service area and
ensuring that an appropriate amount of language assistance services are being
provided to individuals who are LEP and use VTA.

The results of our survey indicated that 42.1 percent of survey respondents were not
aware of VTA'’s free language assistance services. With such a large portion of the
public being unaware that VTA offers this service, many individuals are not able to take
full advantage of our language assistance services, and as a result they may face
language barriers in using VTA. To promote the language assistance services more
widely, information cards have been created so customers can identify their primary
language and call Customer Service for assistance. During VTA’'s New Employee
Orientation training, employees are made aware of the language assistance service and
are shown a sample of the card. Operators can give these cards to customers who are
limited English proficient. For example, See Appendix | for 2020 Update.

VTA has also posted condensed Title VI notices on all buses and light rail trains with
translations in Spanish and Vietnamese. Full Title VI notices which have been
translated into the safe harbor languages are posted on light rail platforms and bus stop
shelters where space is available, as well as on the VTA website. VTA has developed a
custom Geographical Language Search Tool to assist with community outreach, so that
staff are able to gain an increased awareness of the community dynamics and
determine whether translation and interpretation services may be necessary for
effective outreach efforts. VTA bilingual staff are available to assist customers, as well
as the language line where riders can have access to real time bus information.
Increased efforts are needed to spread awareness of these resources so LEP
populations know that VTA is working to meet their needs. See Appendix | for 2020
Update
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Task 4, Step 3: Analyze your budget
This step involves determining what amount of VTA’s budget is being devoted to
language assistance measures for individuals who use VTA services and are LEP.

VTA spent $88,558.04 in calendar year 2014 and $133,151.51 in calendar year 2015 for
language assistance services, representing a 50.4 percent increase. It is also
noteworthy that document translation expenses more than doubled from $34,372.49 in
2014 to $84,252.99 in 2015.

The increase in expenditures for language assistance measures between calendar
years 2014 and 2015 can be attributed to VTA’s continued commitment to upholding
Title VI requirements and providing numerous valuable resources to our LEP
populations. VTA prioritizes staff education by utilizing its Title VI unit as a resource
devoted to ensuring staff are meeting the needs of the diverse community it serves.

VTA will continue to analyze the effectiveness of its language assistance services by
obtaining community feedback, and the agency will determine if additional funds are
needed to obtain more comprehensive services to assist individuals who are LEP.
Please refer to Table 12 below for more details on VTA’s expenditures for language
assistance services.

Table 12: VTA Title VI Expenses (Calendar Years 2014 and 2015)

Agency/Contractor 2014 2015
VTA Bilingual Staff Pay Differential $48,623.05 $42,496.27
Document Translation Expenses $34,372.49 $84,252.99
Quality Control for Translated Documents $5,562.50 6,402.25

Total

Updated in 2020: Cost of Translations

From 2017 to 2020, VTA spent a total of $296,023.56 for translation services and an
additional $34,283.75 for quality control reviewers, bringing the total cost of outside
translation services to $330,307.31. In addition to those costs, VTA paid select
employees bilingual pay for the years 2017 to 2020 (see Table 47), bringing the total
cost of translations from 2017 to 2020 to $457,346.

Table 47: VTA Bilingual Pay Differential 2017 - 2020

2017 26 $36,292.45
2018 18 $29,480.55
2019 18 $33,391.83
2020 17 $27,873.86

 Total |
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Task 4, Step 4: Consider cost-effective practices for providing language services
This step involves determining what cost-effective practices VTA is utilizing to provide
language assistance measures to individuals who are LEP.

VTA goes through a formal, established process for certifying employees with
proficiency in languages other than English. Certified bilingual employees at VTA
provide assistance to customers who are LEP in a number of ways. When people who
are LEP call VTA’s customer service line, there are employees who are able to speak
the top languages for VTA’s service area. For other languages, the language line
service is used to communicate with these customers and address their needs. For
many other occasions, VTA employees are able to provide service in customers’
primary languages, interpret at meetings, and translate documents or other important
information. When VTA staff is unable to provide assistance in a requested language,
the requested service is contracted out. VTA also requests assistance from staff at
community based organizations to serve as interpreters at outreach events, which
reduces costs and utilizes members of the community who understand their peers well.
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Calendar
Year 2015

L anquage Line Data Analysis 2015 — Total Minute Usage

Table 13
2015
January February March April May June July August September October November December M-irr?lj?és
Used
187 451 431 392 | 285 | 384 | 411 579 482 424 406 293 4725
192 222 279 237 148 161 243 318 215 209 182 320 2726
91 135 91 40 125 82 153 88 158 121 80 283 1447
75 8 40 2 24 12 61 13 11 10 2 19 277
12 7 5 0 0 13 0 20 18 0 16 8 99
0 0 0 0 8 56 0 7 15 0 8 0 94
41 32 0 0 0 0 7 6 0 0 0 0 86
7 0 24 8 4 18 18 0 5 0 0 0 84
0 0 0 0 5 5 0 12 0 20 15 14 71
23 5 0 0 0 5 0 0 0 6 13 0 52
6 0 0 0 10 5 0 4 0 0 0 0 25
0 0 0 0 0 0 0 20 0 0 0 0 20
0 0 0 0 0 0 0 0 0 6 8 0 14
0 0 0 0 0 0 0 7 6 0 0 0 13
11 0 0 0 0 0 0 0 0 0 0 0 11
0 0 0 0 0 0 9 0 0 0 0 0 9
0 0 0 0 0 5 0 0 0 0 0 0 5
0 0 0 0 2 0 0 0 0 0 0 0 2
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Lanquage Line Data Analysis 2015 — Percentage of Total Minute Usaqge

Figure 25

Percentage of Total Minute Usage (2015)

Russian, 1.0%

Cantonese, 2.8%

Koreary,
1.0%

Farsi, 0.9%

Pufjabi, 0.9%
-/ Hindi, 0.7%

Arabic,
0.5%

Bosnian, 0.1%

Porttiguese,
0.3%

Ambharic,
0.2%

Turkish, 0.0%
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Language

Spanish
Mandarin
Vietnamese

' Cantonese

Table 14

% of Total
Minute
Usage

48.4%

27.9%

14.8%

2.8%

1.0%

1.0%

0.9%

0.9%

0.7%

0.5%

0.3%

0.2%

0.1%

0.1%

0.1%

0.1%

0.1%

0.0%




See Appendix | for 2020 Update

Lanquage Line Data Analysis 2015 — Total Calls Received

Table 15

2015

Total
November December Calls
Received

October

September

May June July August

January February March April

Calendar
Year 2015
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Lanquage Line Data Analysis 2015 — Percentage of Total Calls Received

L % of Total Calls
anguage Received

Percentage of Calls Total Calls Received (2015) Soaish .

Mandarin 22.8%

Cantonese,

2.0% Punjabi, 0.8% Vietnamese 13.4%

Kofean, 0.9% Cantonese 2.0%

Farsi 0.8%

Japanese 0.6%

Russian 0.6%

Korean 0.9%

Punjabi 0.8%

Tagalog 0.5%

0.6% Arabic 0.3%

Russian, 0. : :
Gujarati 0.1%

Hindi 0.2%

Tigrinya, 0.1%

Telugu 0.2%

Turkish 0.1%

Fuzhou 0.1%

Tigrinya 0.1%

Urdu 0.1%
Total




See Appendix | for 2020 Update

Lanquage Line Data Analysis 2015 — Average Lenqth of Call (Minutes)

Table 17

2015

5:;?2%?; January February March April May June July August September October November December A\\(/E;?Qge

(Minutes)
Da 7.2 8.1 7.7 65 | 70 | 74 | 6.4 7.3 7.4 6.8 7.1 6.4 7.1
anda 14.8 12.3 12.1 10.3 | 8.7 8.5 9.0 10.3 10.2 9.5 7.9 10.0 10.3
amese 7.0 12.3 10.1 80 |104 | 6.8 7.3 8.0 8.8 8.6 13.3 10.9 9.3
antonese 37.5 4.0 13.3 20 | 120 6.0 15.3 13.0 5.5 5.0 2.0 9.5 10.4
3 12.0 7.0 5.0 13.0 20.0 6.0 16.0 8.0 10.9
apanese 8.0 28.0 7.0 7.5 8.0 11.7
R 3 10.3 32.0 7.0 6.0 13.8
orea 7.0 24.0 8.0 4.0 4.5 9.0 5.0 8.8
Punjab 5.0 5.0 6.0 10.0 7.5 14.0 7.9
agalog 11.5 5.0 5.0 6.0 13.0 8.1
Arab 6.0 10.0 5.0 4.0 6.3
ara 20.0 20.0
d 6.0 8.0 7.0
elug 7.0 6.0 6.5
11.0 11.0
0 9.0 9.0
0 o 5.0 5.0
d 2.0 2.0

A-6




Lanquage Line Data Analysis 2015 — Average Lenqth of Call (Minutes)

Figure 27
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See Appendix | for 2020 Update

Table 18
Yearly
Language A\_/erage
(Minutes)
Spanish 7.1
Vietnamese 10.3
Mandarin 9.3
Cantonese 10.4
Russian 10.9
Korean 11.7
Farsi 13.8
Punjabi 8.8
Hindi 7.9
Arabic 8.1
Portuguese 6.3
Ambharic 20.0
Tagalog 7.0
Japanese 6.5
Cambodian 11.0
Bosnian 9.0
French 5.0
Turkish 2.0

All

Languages

.



Calendar
Year 2014

Spanish
Mandarin
Vietnamese
Cantonese
Korean
Russian
Farsi
Ambharic
Tagalog
French
Taiwanese
Cambodian
Hindi
Japanese
Punjabi
Somali
Italian
Arabic
Samoan
Armenian
Urdu

L anquage Line Data Analysis 2014 — Total Minute Usage

Table 19
2014
January February March April May June July August September October November December M-irr?lj?és

Used

584 584 394 384 | 343 | 290 | 257 393 554 342 218 395 4738

449 268 160 147 | 144 | 181 | 189 103 249 113 145 135 2283

187 63 36 77 94 67 85 122 64 62 131 205 1193

19 0 14 4 15 0 21 0 34 26 12 12 157

13 0 30 0 37 13 13 0 4 0 0 18 128

0 55 0 0 0 0 0 30 0 22 4 9 120
7 0 20 0 0 0 0 21 0 0 7 0 55
0 0 20 0 0 17 0 0 15 0 0 0 52
5 0 0 6 22 0 0 0 13 0 2 0 48
0 0 0 0 0 0 8 0 0 24 0 0 32
13 0 0 0 0 0 17 0 0 0 0 0 30
0 11 0 0 0 0 0 4 0 12 0 0 27
5 0 6 3 0 0 0 0 7 0 0 0 21
0 0 0 0 7 0 0 4 0 0 0 0 11
0 0 0 0 0 0 0 0 0 0 0 8 8
0 0 0 0 0 0 0 0 0 0 7 0 7
0 0 0 0 4 2 0 0 0 0 0 0 6
0 0 0 5 0 0 0 0 0 0 0 0 5
0 0 0 0 0 0 3 0 0 0 0 0 3
0 0 0 0 0 0 0 2 0 0 0 0 2
0 0 0 0 0 0 0 2 0 0 0 0 2
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Lanquage Line Data Analysis 2014 — Percentage of Total Minute Usage

Figure 28

Percentage of Total Minute Usage (2014)
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Cambodian, 0.3%

Hindi, 0.2%

Tagalog,
0.5%

Japanese, 0.1%

Samoan,
0.0%

Armenian,
0.0%

Urdu, 0.0%
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Table 20
% of Total
Language Minutes
Used
Spanish 53.1%
Mandarin 25.6%
Vietnamese 13.4%
Cantonese 1.8%
Korean 1.4%
Russian 1.3%
Farsi 0.6%
Amharic 0.6%
Tagalog 0.5%
French 0.4%
Taiwanese 0.3%
Cambodian 0.3%
Hindi 0.2%
Japanese 0.1%
Punjabi 0.1%
Somali 0.1%
Italian 0.1%
Arabic 0.1%
Samoan 0.0%
Armenian 0.0%
Urdu 0.0%

Total




See Appendix | for 2020 Update

Lanquage Line Data Analysis 2014 — Total Calls Received

Table 21
2014
5:;?2%?2 January February March April May June July August September October November December Eg}fg
Received
Spanish 72 67 46 64 46 38 36 51 63 48 28 52 611
Mandarin 46 27 20 16 21 19 22 13 20 12 14 15 245
Vietnamese 21 13 4 12 11 10 9 15 7 4 16 17 139
Cantonese 3 0 3 1 2 0 1 0 3 5 2 2 22
Korean 1 0 3 0 3 1 2 0 1 0 0 2 13
Russian 0 6 0 0 0 0 0 2 0 1 1 1 11
Farsi 1 0 1 0 0 0 0 2 0 0 1 0 5
Amharic 0 0 1 0 0 1 0 0 1 0 0 0 3
Tagalog 1 0 0 1 1 0 0 0 1 0 1 0 5
French 0 0 0 0 0 0 1 0 0 2 0 0 3
Taiwanese 1 0 0 0 0 0 1 0 0 0 0 0 2
Cambodian 0 1 0 0 0 0 0 1 0 2 0 0 4
Hindi 1 0 1 1 0 0 0 0 1 0 0 0 4
Japanese 0 0 0 0 1 0 0 1 0 0 0 0 2
Punjabi 0 0 0 0 0 0 0 0 0 0 0 1 1
Somali 0 0 0 0 0 0 0 0 0 0 2 0 2
Italian 0 0 0 0 1 1 0 0 0 0 0 0 2
Arabic 0 0 0 1 0 0 0 0 0 0 0 0 1
Samoan 0 0 0 0 0 0 1 0 0 0 0 0 1
Armenian 0 0 0 0 0 0 0 1 0 0 0 0 1
Urdu 0 0 0 0 0 0 0 1 0 0 0 0 1

A-10



Lanquage Line Data Analysis 2014 — Percentage of Total Calls Received

Figure 29

Percentage of Calls Total Calls Received (2014)

Cantonese, 2.0%

Korean, 1.2%
Russian, 1.0%

Farsi, 0.5%

Amharic, 0.3%

Somali, 0.2%

Tagalog,

Hindi, 0.49

Cambodia

apanese, Samoan, 0.1%
0.2%

Taiwanese, 0.2%
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Table 22
% of Total
Language Calls
Received
Spanish 56.7%
Mandarin 22.7%
Vietnamese 12.9%
Cantonese 2.0%
Korean 1.2%
Russian 1.0%
Farsi 0.5%
Amharic 0.3%
Tagalog 0.5%
French 0.3%
Taiwanese 0.2%
Cambodian 0.4%
Hindi 0.4%
Japanese 0.2%
Punjabi 0.1%
Somali 0.2%
Italian 0.2%
Arabic 0.1%
Samoan 0.1%
Armenian 0.1%
Urdu 0.1%
Total 100%




See Appendix | for 2020 Update

Lanquage Line Data Analysis 2014 — Average Lenqth of Call (Minutes)

Table 23

2015

5:;;%?2 January February March April May June July August September October November December A\\(/iarlgge
(Minutes)

Spanish 8.1 8.7 8.6 6.0 7.5 7.6 7.1 7.7 8.8 7.1 7.8 7.6 7.7
Mandarin 9.8 9.9 8.0 9.2 6.9 9.5 8.6 7.9 12.5 9.4 10.4 9.0 9.3
Viethamese 8.9 4.8 9.0 6.4 8.5 6.7 9.4 8.1 9.1 15.5 8.2 12.1 8.9
Cantonese 6.3 4.7 4.0 7.5 21.0 11.3 5.2 6.0 6.0 8.0
Korean 13.0 10.0 12.3 | 13.0 6.5 4.0 9.0 9.7
Russian 9.2 15.0 22.0 4.0 9.0 11.8
Farsi 7.0 20.0 10.5 7.0 11.1
Amharic 20.0 17.0 15.0 17.3
Tagalog 5.0 6.0 22.0 13.0 2.0 9.6
French 8.0 12.0 10.0
Taiwanese 13.0 17.0 15.0
Cambodian 11.0 4.0 6.0 7.0
Hindi 5.0 6.0 3.0 7.0 5.3
Japanese 7.0 4.0 5.5
Punjabi 8.0 8.0
Somali 3.5 3.5
Italian 4.0 2.0 3.0
Arabic 5.0 5.0
Samoan 3.0 3.0
Armenian 2.0 2.0
Urdu 2.0 2.0

All

Languages

A-12



Lanquage Line Data Analysis 2014 — Average Lenqth of Call (Minutes)

Figure 30
Average Length of Call (Minutes) (2014)
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All
Languages

Table 24
Yearly
Language Average
(Minutes)
Spanish 7.7
Mandarin 9.3
Vietnamese 8.9
Cantonese 8
Korean 9.7
Russian 11.8
Farsi 11.1
Amharic 17.3
Tagalog 9.6
French 10
Taiwanese 15
Cambodian 7
Hindi 5.3
Japanese 5.5
Punjabi 8
Somali 3.5
Italian 3
Arabic 5
Samoan 3
Armenian 2
Urdu 2
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Figure 31A —Title VI Survey

\

AGoA,

heithtiet @-ar NeefN§rt eoimear-t PHT@<7 107 (thha
UPrTY LAY PPADT )
O VTA PAD-R(H0 APTeB(PF)
O VTA P#AA N(tC A+Tem(PF)
O v-AE79° Admeargo:: AgP7?

. VTA Nep05rF 002330 WUF1E AP ATATINCT 10~ PP mPon-t?
O e

O +oeuct ot

O AmS 88 2mCPF

O AevHeet

O Other:

. VTA A@-R A7A%T0T ARCOP 7 PUA mP7BS AND-?
O nmge Andaz

O eroat AdA

O x&meae@m-go /1001 PATI9D

O AgeNH9® ANdA

Onage kandan

? VTA PAA PONC K240t ARCA 927 PUA AldAL 10?
O nage AndAan

O e+oay AhAan

O x&mPae@m-go i1+ 00+ PATI9D

O aoea9° ANdA

Onmge AangAan

. €722 Phet holhiaet K3%T 71849 AT H @gP
RPEFA? (“APY PUPT U AR PANT £2CT)
O 0 vTA A9Lam- Aottt tht aoopt::
O N VTA 29201 A7dfeRtaomeov::
O aA VTA ke TEEh T 090 +opl it avll agopit::
OnN VTA P92HDE. PUt{ @<L F AL avatau:

AP P14

. A UHN T RS @29° 21 TCERRT PoLht-tt ool
L9991 v 97 PUA KTROLmPardlFa- AOhPTT SAR::
(ARP79%. 28R KT8 AT AR PAhT PRCT)

3
1 ANHT
hivy ay

o 2 4
D7) (107 Ll RIAEE B LH [l

dofifth

AN G,

AThERD

2HhM

A8

TP 87
Txh&

£

n "

VTA &%

VTA 2P T
AT 074
o9xha

Sll.org

ot chhdl

ATLeA

Con Vi 2404 7ot

H LH AYtCet? K181 8ok (K% N3 AL Paht
£LCT)
O etreaen Ndh(WTCt &%/ N0T)

O arsr
Ogahtr
Oaa:
8. AgvL%TT AvGCT ATTHI RS APRE PHT DY 27 PAm
2OTIMPIA ?
TC
EU
aeRE
a /R
9. ATLAHT? 997 PUA 57600 PINAT B4 kG RLAN?
1 4
] nmgye 2 3 amge
ik & ol 047 [k 5l Ner P
191C
0
aPRG
a8
10. VTA ev8avd @ R7RP 1% KTH KILOLLLCT LD TEHA?
O ke O ke
Pt YR TCISPT ROPNT PAA ANMCT AbmPor hS
N7 ANAOPT AL K844 avlh AATP LTAN::
N NA-r QKT K9P AT 107
12. NP oA (29U ArF APT BF6N?
13. AP KAAT 97 PUd ePh SPFT EmPoTn?
0 gorer
Oi-2
O 3 g9 hi.f NAL
4. PHE@T NBC (MWA/ U262 oP15YAG jOLRI° HEC PAAM BEAN?
(thha ety v-a9° ALY £2CH)
O Z07%h og9e At
O ¢eA92sh U2eE OLI° AANh TOAT:
O »08¢E
O r&c @29 AKE A9%CheE
O fues +@A% @29 M £N&h Lot TOAR
O p
O w0t @290 e NAg HET
O +xa2n; avan AT
15. AmPAL ALTANP Ao P AL 7 SUA 10?

B-2

O o - $24,999 O $100,000 - $149,999

O $25,000 - $49,999 O $150,000 - $199,999

O $50,000 - $74,999 O $200,000 - $249,999

O $75,000 - $99,999 O h $250,000 148

&4 o AL NATATE ATIPNITATY!

Ambharic



Figure 31B — Title VI Survey
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Figure 31C —Title VI Survey
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Figure 31D - Title VI Survey
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Figure 31E - Title VI Survey
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Figure 31F — Title VI Survey
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Figure 31G - Title VI Survey
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Figure 31H — Title VI Survey

/ MAHKETa—OnpOCHMK TpaHcnopTHoro YnpaeaeHua VTA B CooTBeTrcTBrM ¢ Pasgenom VI 3akoHa o I'parkagaHckux MNpaBax

Kakum us creayiolimx Bua0oB TpaHcnopra Bol nonbayertech Ha
peryaspHoii ocHoee? (OTMeTbTe BCE, UTO MUMeeT OTHoLeHue K Bam)
O Aero6ycHbim(1) mapwpyTom{amm) VTA

O Mapwpyrom{amn) ckopoctHoro Tpameas VTA
O Hu Tem 1 He gapyrum. Noyemy He noabayeTecb? _

Ecau Bbl nonbayeTech TpaHCNOPTHbIMU cpeacteamu VTA Ha peryasapHoii
OCHOBe, TO Kyaa Bbl Ha HuX o6bluHO e3guTe?

O Ha pa6ory

[ Ha saHaTna B yuebHoe saBeaeHue

O Ha npuémbi k Bpady

[ Ha otapbix/pazeaeyenns

O Apyroe:

Hackonbko Ba)kHbiM ana Bac aBaAerca aeTobycHoe coobuueHue,
npeaocragnseMmoe TPaHCNopTHbIM ynpaeneHuem VTA?

O Ouvenb BasHbIM

O Ao HekoTopoi cTeneHu BaXHbIM

O A um He noabsylocs/HeT MHeHuUs

[ Oo HekoTOpOI CTeNeHn HeBaXHbIM

[ CoseplueHHO HeBaXKHbIM

Hacko/bKo Ba)XHbIM ana Bac aBnasaerca CKOpOCTHOe !EaMBaﬁH oe
coobuieHue, npeaocTaBaaeMoe TPaHCNOPTHbIM ynpaeaeHuem VTA?
[ OueHb BaXKHBIM

[ Oo HekoTOpOI1 cTeneHn BaXKHbIM

[ A um He noabaylock/ HeT MHeHMa

[ Oo HekoTOpoOI cTeneHn HeBaXHbIM

O CoseplueHHO HeBaXkHbIM

UcnbiTbiBaeTe n Bbl A3bIKOEbIE TPYAHOCTU MW OTPaH UMEHUA B KAKOW-
nunbo us cneaylowmx cutyauuii? (OTmMeTbTe KBEaZPaTUK TO/IbKO B TOM
cnyuae, ecnm Bbl cobupaeTech aatb yTEEpAUTE/IbHBbIN oTBeT — “fla”)

O npuoBpeterue Eunetor Ha TpaHCNOPTHbIE YCAYTW, NPeAOCTaRASeMble
TPaHCNOPTHbIM ynpaeaeHuem VTA,

O NonbsosaHme TpaHCNOPTHBIMM yenyramu, npegocraeasembimu VTA.,
O NoayueHrmne urdpopmaumm ob ycayrax, npoekTax u meponpuaruax VTA.
[ NoceweHune obuiecTBEHHBIX MEPONPUATUIA, OpraHUSyeMblX
TPaHCNOPTHBIM ynpaBaeHuem VTA,

MNoxkanyricra, o6bsacHuTe.

Moxanyiicra, yka)kure, Kak yacro Bbl nosbsyeTech cieayiowpmmm
UH$OPMAaLMOHHBIMK CPeACTBaMM ANA NoAyYeH uA uH popmauum,
KacalLweica o6LLeCTE@HHOrO TPaH cnopTa n/Mam cTponTe/IbHbIX
npoekToe. (OTMeTbTe OAUH U3 Pasje/1oB Ha KAXA,0i CTPOUKe AaHHOM
Tabaunubi)

o
Cpeacreo 1 2 3 4
nHdopMaunu nan BExenHe

coumanbHan cetb Hukorpa Peako HWHorpa Yacro BHO

Deiicbyk

WUH crarpam

Jinnka, UH

laserbl

Paauo

ObwwecreeHHan
rpynna/ueHTp

TeneenaeHue

TeutTep

Bebcait VTA

Oneparopckuii UeHTp
obcmpxuBaHus
KAueHTos VTA

511.org

CeTb GovDelivery

SneKTPOHHaA
noura

7

Kak Bbl 06biuHO nogkaiouaetech K UHTepHeTy? (OTMETbTE TONIBKO OAUH
KBaapaTuk)

O Mo6uabhoe ycrpoiicteo (CMapTdoH/MaaHwer)

O HoyTtéyk

[ HacroabHbIi1 KOMNblOTEP

O Opyroe:

Kakoii Asbik Bbl npeanountaere B KauecrTeBe cpeacTsa obueHuna — aaa
YCTHOW peuu, YUTeHUs, TMCbMEeHHOM peun U NOHUMaHuA?

YcrHas peub

Yr1eHue

Mucbmennan
peub

MoHumanue

©

Hackonbko Xopowo Bbi BRaaeere AHI/IMACKUM A3bIKOM — T.e., roeopure,
yuTaerte, nuuieTe U noHuMmMmaeTe no-aHrAUKCKU?

(] 1
Coscem He 4

He OHeHB 2 3 OuyeHb
BAagero XOpoLo Hennoxo Xopouwo XopoLio

YcTHas peub

Yr1eHue

Mucbmennan
peub

MoHumanmne

10. 3uanu au Boi 0 Tom, uto TpaHcnopTHoe ynpaenenue VTA moxer

11.

npeaocraeutb Bam 6ecnnatHyio nomowup Ha Bawem pogHom Asbike?

O na O Her

Mpeacraeutenns VTA, enageiowmii o6oMmMu A3biKamu, MoxeT
npeaocraeutb Bam Takyio nnpopmaumio, Kotopaa nomoxket Bam
nonb30BaTbcA aBTo6YCOM, CKOPOCTHbIM TPaMEaem (noesaom) u
Y4YacTBOEaTh B 06LLe CTE@HHDbIX MeponpUATUAX.

YKawuTe cBoii HacToAlmid Bospacr

12. ckonbko uenosek nocroanHo npoxusaiot B Baweii cembe?
13. ckonbko asTomobuneii UCNoAb3yloT uaeHbl Baweii cembu?
O Hu opHoro
Oi1-2
O3 uan Bonee
14. K kakoii sTHnueckoii rpynne (KyAbTypHO-H allMOHANbHOMY

npoucxoxaeHuio) nfuam pace Boi ceb6a otHocute? (OTmeTbTe BCE, uTo
“MeeT oTHoweH e K Bam)

O UcnaHoA3bIYHBIN MK NaTUHOaMEPUMKaHEL,

O AmepuKaHCKMIA MHAEEL, MAN KOPEHHO M UTENb ANACKN

O Asnat

OnNpeacrasutensb 4épHolt packl an adpo-ameprKaHel,

O KopeHHo ragaew, M MHOM KOPEHHOM XUTENb TUXOOKEAHCKMX
OCTpPOBOB

O NpeacrasuTtens 6enoit pacsl

O Ase nnum 6onee pacbl

O OTkasbiBaloch oTBevaTh/HeT oTBeTa

15. Kakos o6umin exkerogHbi foxon, Bawei cembu?

00 - $24,999 [ $100,000 - $149,999

O $25,000 - $49,999 O $150,000 - $199,999

[ $50,000 - $74,999 [ $200,000 - $249,999

O $75,000 - $99,999 O Cebiwe $250,000

Cnacubo 3a yyactue B Hawem onpoce!

Russian




n

Figure 311 - Title VI Survey

/ﬁ'Encuesta de Title VI

éDe cual de los siguientes es usted un pasajero regular?
{Marque todo lo que aplique)

O Ruta(s) de autobuses VTA
O Ruta(s) de tranvia VTA
O Ninguno. ¢Por qué no?

Si usted es pasajero de VTA en forma regular, épara qué usa el
transporte publico normalmente?

O Trabajo

O Escuela

[ Citas médicas

O Uso recreativo

O Otro:

éQué tan importante es el servicio de autobuses de VTA para
usted?

O Muy importante

O Relativamente importante

O No lo uso/No tengo opinidn

O Relativamente sin importancia

O Completamente sin importancia

éQué tan importante es el servicio de tranvias de VTA para
usted?

O Muy importante

O Relativamente importante

O No lo uso/No tengo opinién

O Relativamente sin importancia

O Completamente sin importancia

éSe siente usted limitado o excluido de alguno de los siguientes
servicios por causa de su idioma? (Marque todos los que sean “si”)
O Comprar boletos para servicios proporcionados por la VTA.
O Usar servicios proporcionados por la VTA.
O Obtener informacién sobre los servicios, proyectos o
actividades de la VTA.
[ Asistir a reuniones publicas organizadas por la VTA.

Favor de explicar.

Favor de identificar con qué frecuencia usa los siguientes medios
para obtener informacion sobre el transporte publico y/o los
proyectos de construccion. (Marque un recuadro en cada fila)

2 3 4
Algunas Con A
veces frecuencia diario

Medio de 0 1
comunicacién Nunca Rara vez

Facebook

Instagram

Linkedin

Periédico

Radio

Grupo/Centro
comunitario

Televisiéon

Twitter

Sitio web de VTA

Centro de
llamadas de
Servicio al
Pasajero de VTA

511.org
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Correo electrénico

7.

éCOomo tiene acceso usualmente al Internet? (Marque uno
solamente)

O Dispositivos moviles (Teléfono inteligente/Tableta)

O Computadora portatil

O Computadora de escritorio

O Otro:
8. ¢éQué idioma prefiere usted para comunicarse al hablar, leer,
escribir y comprender?
Hablar
Leer
Escribir
Comprender
9. ¢{Qué tan bien habla, lee, escribe y comprende el idioma inglés?
1 2 4
(o] No muy Bastante 3 Muy
Nada bien bien Bien bien
Hablar
Leer
Escribir
Comprender
10. ¢Sabia usted que la VTA puede proveer ayuda gratuita en su

11.

12

13.

14.

15.

idioma principal?
asi O No

Hay representantes bilingilies que pueden proporcionarle
informacion para usar el autobus, el tranvia y participar en las
reuniones publicas.

éQué edad tiene actualmente?
éCuantas personas viven normalmente en su hogar?

éCuantos vehiculos usan los miembros de su hogar?
O Ninguno

012

O30 mas

éCon qué grupos étnicos (culturales/origen nacional) y/o razas
se identifica usted? (Marque todo lo que aplique)

O Hispano o latino

O Indigena americano o nativo de Alaska

O Asiatico

O Negro o afroamericano

O Nativo de Hawai o de otras islas del Pacifico

O Blanco

O Dos o0 més razas

O Declina indicarlo/Sin respuesta

éCual es el ingreso total de su hogar?

0 0-524,999 [ $100,000 - $149,999

O $25,000 - $49,999 O $150,000 - $199,999

O $50,000 - $74,999 [ $200,000 - $249,999

O $75,000 - $99,999 O Mas de $250,000

B-10
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Figure 31J - Title VI Survey

ﬁﬁtle VI Survey

Alin sa mga serbisyo ang palagi/madalas niyong sinasakyan?
(Itsek ang lahat ng umaaplay)

O (Mga) Ruta ng Bus ng VTA
O (Mga) Ruta ng Light Rail ng VTA
O wala sa alinman. Bakit hindi?

Kung kayo ay regular na sumasakay sa VTA, para saan niyo ito na
karaniwang ginagamit?

O Trabaho

O Eskwela

O Mga Medikal Appointment

O Panlibangan

O Iba pa

Gaano kahalaga ang serbisyo ng VTA bus sa iyo?

O Napakahalaga

O Medyo Mahalaga

O Hindi gumagamit nito/Walang opinyon
O Medyo Hindi Mahalaga

O Lubos na Hindi Mahalaga

Gaano kahalaga ang serbisyo ng VTA light rail sa iyo?
O Napakahalaga

O Medyo Mahalaga

O Hindi gumagamit nito/Walang opinyon

O Medyo Hindi Mahalaga

O Lubos na Hindi Mahalaga

5. Limitado ba kayo o napipigilan mula sa alinman na mga

sumusunod dahil sa wika? (Itsek ang lahat ng “00”)
O Pagbili ng mga tiket para sa mga serbisyo ng VTA.
O Paggamit sa mga serbisyo na binibigay ng VTA.
O Pagkuha ng impormasyon tungkol sa mga serbisyo, proyekto o
aktibidad ng VTA.
O Pagdalo sa mga pampublikong pagpupulong na binibigay ng
VTA. Pakipaliwanag.

Pakitukoy kung gaano kadalas mo ginagamit ang mga
sumusunod na paraan para kumuha ng impormasyon tungkol sa
pampublikong masasakyan at/o konstruksyon ng proyekto.
(Itsek ang isang kahon para sa bawat hanay)

0 4
Di- 1 2 3 Araw-

Paraan kailaman Bihira Minsan Madalas araw

Facebook

Instagram

Linkedin

Peryodiko

Radyo

Grupo/Sentro
ng Komunidad

Telebisyon

Twitter

Website ng
VTA

Customer
Service Call
Center ng VTA

511.org

Gov Delivery

Email

7. Paano mo karaniwang ina-access ang internet? (Itsek ang isa
lamang)
O Mobile Device (Smartphone/Tablet)
O Laptop
O Desktop
O Iba pa:
8. Anong wika ang pinakagusto mong gamitin sa pakikipagkomunika
sa pagsasalita, pagbabasa, pagsusulat at pag-unawa?
Pagsasalita
Pagbabasa
Pagsusulat
Pag-unawa
9. Gaano ka kagaling sa pagsasalita, pagsusulat, pagbabasa at pag-
unawa sa Ingles?
1 4
1] Medyo 2 Magali
Hindi Hindi Katamt 3 ngna
Magali Magali aman Magali Magali
ng ng Lang ng ng
Pagsasalita
Pagbabasa
Pagsusulat
Pag-unawa
10. Alam mo ba na maaaring magbigay ang VTA ng libreng tulong
sa iyong pangunahing wika?
O oo O Hindi
Ang mga kinatawan na nagsasalita ng dalawang wika ay
maaaring magbigay ng impormasyon upang tulungan ka sa
paggamit ng bus, light rail (tren) at paglahok sa mga
pampublikong pagpupulong.
11. Ano ang kasalukuyang edad mo?
12. llang tao ang karaniwang nakatira sa iyong sambahayan?
13. llang sasakyan ang ginagamit ng mga miyembro ng iyong
sambahayan?
O wala
012
O 3 o higit pa
14. Anong etnisidad (pangkultura/bansang pinanggalingan) at/o
lahi ang kinabibilangan mo? (ltsek ang lahat ng umaaplay)
O Hispanic o Latino
O American Indian o Alaska Native
O Asyano
O Black o Aprikanong Amerikano
[ Native Hawaiian o Iba pang Taga-isla Pasipiko
O Puti
O Isa o Higit Pang Lahi
O Tumangging ipahayag/Walang Sagot
15. Ano ang kabuuang taunang kita ng iyong sambahayan?
0 0-524,999 O $100,000 - $149,999
O $25,000 - $49,999 O $150,000 - $199,999
[ $50,000 - $74,999 [ $200,000 - $249,999
O $75,000 - $99,999 O Higit sa $250,000
Salamat sa pagsagot sa survey
B-11
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Figure 31K — Title VI Survey
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Figure 31L - Title VI Survey

/ﬁ Khao Sat Tidu Da VI

1. Ban thwéng xuyén dung phwong tién di chuyén nao? 7. Ban thwéng truy cép internet nhw thé nao? (Chi chon mét)
(Panh diu tit ca cac phwong tién phu hep) [Oeién thoai di ddng {Smartphone/Tablet)
OTuyén dudng xe buyt VTA OLaptop
OTuyén xe dién VTA Opesktop
OKhéng dung phuong tién nao. Tai sao khong? Ocach Khac:
2. Néuban di xe VTA mjt cach thwedng xuyén, ban thwing di trong % ‘g@;{ig‘;ch BvHEL ROEE AR ROl B, Selk,
muc dich gi? )
Oei lam NGi
O®i hoc
O#®i kham chifa bénh Boc
OGiai trf vigk
OKhac: =
Hiéu
3. Dich vu xe buyt VTA quan trong véi ban nhw thé nao?
OR&t quan trong 9. Ban néi, doc, viét, va hiéu tiéng Anh & mirc d§ nao?
CHoi quan trong 0
OKhéng s&r dung / Khong cé v kién Khéng 1
Oit quan trong chuit Khéng 2 3 4
CR4t it quan trong nac tét I3m Kha Tét Rat t6t
N&i

4. Dichvu xedién VTA quan trong véi ban nhw thénao?

CJR&t quan trong Bic
CHoi quan trong Vit
OKhéng strdung / Khéng co v kién Hiéu
Oit quan trong
CJRA&t it quan trong 10. Ban c6 biét VTA cé thé tro gitp mién phi trong ngén ngi
o e . B e Fe M s chinh cia ban?
s. B@fl.,co h,! hz_m’{cheihc-@’c can tré _tfor'llg !J.flt ky vige gi sau da’y vingon ocs COKhéng
ngit? (Panh dau tat ca nhitng viéc ""c6” bi han ché hoac can tré) 23 " "
OMua vé cac dich vy cla VTA. Pai dién noi song ngit c6 thé cung cip thong tin deé gidp
OISk dung cac dich vu cla VTA. ban sit dung xe buyt, xe dién (tau dién), va tham gia cic
CONhan théng tin vé cac dich vy, dy an, hodc hoat dong cla cudc hop cong cing.
VTA.
ODw cac budi hop cong cong do VTA t6 chic.
Vulltoggialshich. 11. Hién nay ban bao nhiéu tudi?
12. Cébao nhidu ngwdi thwing xuyén séng trong nha ban?
=5 -~ . - n ~ n - - n Ry A
6. Hiy xac dinh mic d6 thwong xuyén ban dung cac cach sau day délay 3. Caciihsrmtsngahe basiiing bassiie chidc xe?

théng tin vé vén chuyénMcﬁng cong va / hoac cac dw an xay dwng.

@®énh ddumjt 6 cho m3i hang) [ Knong chiéc nao

O1-2
o 1 4 O3 hodc nhiéu hon
Khong Hi€ém 2 3 Hang 5 S 8 = g5 ”

Cich chit nao khi | Paikhi | Thuong | ngay 14. Ban thugc vé goc ngwdi (nguén goc van héa /quoc
Facebook gla? va/ hoac ching téc gi? (Panh dau tat canhibng cho
Instagram phi hop)

T OTay Ban Nha va Bb ©ao Nha hodc Latin

'? = ‘n OM¥ Da ©6 hodc Alaska
Bao chi CChau A
Bai phat OM¥ da den hodc goc Phi
tha[\h [OBan dia Hawaii hoédc ©ao Thai Binh Duong
Nhém/Trung ODa tring
Tgm cong OHai hodc nhidu chiang tdc hon
dong OITir chdi phat bidu/Khong tra loi
TV
Twitter 15. Téng thu nhip hang nam cianhaban 1a bao nhiéu?
Website VTA o -$24,999 [0$100,000 - $149,999
Trung tam 525,000 - $49,999 [0$150,000- $199,999
dich vu KH [$50,000 - $74,999 [0$200,000- $249,999
VTA O$75,000 - $99,999 OOver $250,000
511.0rg = = = > =
Gov Delivery Cam on ban da tham gia khao sat!
Email
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Appendix C
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Figure 32 - VTA Main Web Page

8/8/2016 Santa Clara Valley Transportation Authority

Search Powered by Google |
SANTA CLARA y g m

7. Valley Transportation Authority The Web © VTA

Trip Enter address (use city or zip) ¢ Destination address or Stop ID

Planner Leave v [08/08/2016 |9 v:00v AMY¥ &0 |

Headlines Notices & Service Alerts
g-vy‘- G 00 l e Survey to Provide Input into VTA’s Last ot a0l
Limited English Proficiency Plan
Update Reroute of Line 55: Wednesdays &
Tra n S I ate Aug 05 2016 Saturdays Through August 31st
Break thraugh langssage barners VTA is seeking public input to assess how well

we are accommodating individuals who speak

primary languages other than English. The survey

has been translated into 12 different languages. Connect with VTA
Please take the survey before August 15!

Tweets b VTA

VTA's NEXT NETWORK

August Meetings Scheduled for VTA's
Learn more about Transit Redesign

Aug 04 2016

VT A’ N EXT N ETWO R K You are invited to come out and provide input at
one of three August meetings being held in

Sunnyvale, Campbell and Cupertino.

. Calendar of Events August v

the redesigned transit network for 2017

8/2/16 9:00 AM  Joint Disadvantaged
Business Enterprise
(San Carlos)

8/4/16 5:30 PM  Board of Directors

What's in Store for Light Rail? hMaefing

Aug 04 2016 8/8/16 10:00 AM SVRT PWC Regular
This fall, VTA Board of Directors will review and Meeting Cancelled

give guidance on a draft plan that outlines ; ;
possible light rail operating plan changes that GRASTOOPN IGTA Wolstug Meslg
VTA staff is considering. 8/10/16 4:00 PM CAC Regular Meeting

8/10/16 6:30 PM BPAC Regular Meeting
8/11/16 1:30 PM TAC Regular Meeting  ~

We’re Going Greener with Less Paper

Aug 04 2016
VTA is boosting its efforts to be environmentally
conscious and reduce paper waste by shifting our
monthly newsletter, VTA Take-One, to a quarterly
publishing schedule.

ake-

Ju I 2016

C-2



8/8/2016

A

Newsroom

Multimedia

Resources

Connect with VTA
Social Media
Newsletters & Email Updates
Headways Blog

Crowdsourcing

Contact Me

Customer Service
(408) 321-2300
customer.service@vta.org

Type here...

[Email or Phone (Optional)

SANMNTA <

Valley Tmn‘s;x;n.aﬁon Authority The Web ® VTA

Figure 33A — VTA Title VI Survey Web Page

Survey to Provide Input into VTA's Limited English Proficiency Plan Update

Search Powered by Google | m

News & Media I Projects & Prog

BART Silicon Valley About Us |

Home>News and Media>Connect with VTA>Survey to Provide Input into VTA's Limited
English Proficiency Plan Update Connect with VTA

Survey to Provide Input into VTA’s Limited English Tweel VTA

Proficiency Plan Update
8/5/2016 3:21 PM | Brandi Childress

www.flickr.com

GOOSIQ VTA is seeking public input to assess
how well we are accommodating
Tran slate individuals who speak primary languages
R _ other than English. As part of the update
srmmmmEEesETE - of our Limited English Proficiency (LEP)
Plan, VTA will be reviewing its language
assistance services to determine whether
elem= - there are any language barriers for
n l l individuals using VTA buses or light rail.
VTA would also like to determine whether
individuals impacted by VTA activities experience language barriers which prevent them
from attending and actively participating in meetings. This feedback will be used to
determine if barriers exist and help us improve our language assistance services.

3o bar

VTA has always been committed to serving the public, including all individuals regardless
of their level of English proficiency. Title VI of the Civil Rights Act of 1964 prohibits
discrimination against individuals based on their race, color, or national origin. VTA is
committed to upholding this important law and ensuring that all individuals have equal
access to VTA's transportation services.

Some examples of services that VTA provides include offering assistance in multiple
languages through our customer service line (408) 321-2300/TTY (408) 321-2330. VTA
also translates vital documents into languages other than English upon request. Finally,
customers can also request interpreters in advance if they wish to attend VTA's public
meetings.

More photos or video from VTA on
Flickr

“VTA is proud to serve the people of Santa Clara Valley by providing reliable and safe
transportation for everyone,” says VTA's Accessible Services Program Manager Camille

Williams, whose team is undertaking VTA's self-evaluation project. Related Articles

Public input is very important to the successful completion of VTA's LEP Plan update.

Please fill out the below survey, which has been translated into 12 different languages, Tags:
and let your voice be heard! VTA appreciates the time that you have taken to help us

improve our services. The deadline to submit your response to this survey is August 15,

2016.

Title VI Survey (English)

Encuesta de Title VI (Espafiol)
Khao Sat Tiéu D& VI (Tieang Vieat)
AN (M)

PATME (KR X)

Tagalog - Title VI Survey
=4 - Title VI Survey

Pycckuia - Title VI Survey
ol Joadll i) (A _adl)

http://www.vta.org/News-and-Media/Connect-with-VTA/Survey-to-Provide- Input-into-VTAs-Limited-English-Proficiency-Plan-U pdate#.V6itLPkrLg4 1/2
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Figure 33B — VTA Title VI Survey Web Page

8/8/2016 Survey to Provide Input into VTA's Limited English Proficiency Plan Update

con VI 2804 76 (AUICK)

qincfu VI Rwpguwptpehy (Armenian)
AChivt: VI 8% (Tigrinya)

Al H6T HEEA (BH=0)

0 Comments VTA Website

@ Recommend 2 Share

' Start the discussion...
v N

© Login

Sort by Best

Be the first to comment.

ALSO ON VTA WEBSITE

40 Years of Investment:
Strengthening the County's
n — These photos bring back
«m. some great memories! We should be
thankful to visionaries like Rod

VTA’s Joint Development Program
Seeks to Boost Affordable Housing

NOTPC — Will we, VTA employees or
«um. retirees qualify for this housing?

VTA's Next Network Concepts

> han — | embody the
@, conundrum that VTA planners face.
For 5 years, | rode a meandering

Summer Youth Passes: A Great
Deal for Fun or Work
Jenn — To answer my own
«mm. question (since | didn't get a reply
from VTA Staff (after email, web, or

3 subscribe ) Add Disqus to your site Add Disqus Add @ Privacy

Copyright® 2016 Santa Clara Valley Transportation Authority (VTA). All rights reserved.

Select Language | ¥

VTA is committed to operating its programs
and services in accordance with federal, Center:
state and local civil rights laws and
regulations. The following VTA programs are
designed to ensure compliance:

Downtown Customer Service

55-A West Santa Clara Street
San Jose, CA 95113 Map
Weekdays: 9 a.m. -6 p.m.

Privacy Policy | Accessibility | Site Map

Customer Service Call Center:
(408) 321-2300

Automated information available
24 hours in English and Spanish

-American's with Disabilities Act (ADA) Closed weekends and most (800) 894-9908 outside Santa
-Resonable Modifications holidays Clara County
Title VI ¥ (408) 321-2330 TTY

River Oaks Administrative customer.service@vta.org

-Public Participation Plan

-Limited English Proficiency Plan
Individuals or organizations interested in
receiving information about upcoming public
meetings or events can sign-up on our
outreach list.

Offices:

holidays

3331 North First Street

San Jose, CA 95134 Map
Weekdays:8 a.m. - 4:30 p.m.
Closed weekends and most

http://www.vta.a'gINews-and-Metﬂa/Cmnect-with—VTAlSu’vey-to—Prwide—lnput-in’(o-VTAs-Limited-Eninsh—Proﬁciency—Plan—Update#.VGiﬂ_Perq4
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Figure 34 — VTA Headways Blog Post Email

From: VTA <scvta@service.govdelivery.com:>»

Sent: Friday, August 12, 2016 7:57 AM

To:

Subject: Latest VTA News from Headways: Stay Safe, Stay Alive! and New 49ers Express Train

‘l’ho Vollcy Tramporkmon Aulhorny Blog

Survey to Provide Input into VTA’s Limited
English Proficiency Plan Update

VTA is seeking public input to assess
how well we are accommodating
individuals who speak primary
languages other than English. As part of
the update of our Limited English
Proficiency (LEP) Plan, VTA will be
=g Google s b B :
el T b reviewing its language assistance
@ M ranslate
oy b s services to determine whether there are
ﬂa ] any language barriers for individuals
-. o] using VTA buses or light rail.

VTA would also like to determine
whether individuals impacted by VTA
activities experience language barriers
which prevent them from attending and

actively participating in meetings. This
feedback will be used to determine if
barriers exist and help us improve our
language assistance services.

Read full story here

Follow @VTA on Twitter, like our Facebook page, or click here to

subscribe to updates from Headways, VTA's official blog.

Update your subscriptions, modify your password, or update your phone number or e-mail address on your
Subscriber Preferences Page. You may also unsubscribe from all VI'A messages. You will need to use your e-
mail address to log in. If you have questions or problcms with the subscription service, please contact
subscriberhel yHn_dLlnL ry.com. All other inquiries regarding VTA can be directed to

custorn Follow @V TA on T'witter and like us on Facebook for updates on social media.

This service is provided to you at no charge by V1 A. Visit us on the web at hitp://www.via.org

This emall was sent to using GovDelivery, on behatf of. VTA « 3331 Narth First Street - San Jose, CA - 408-321 A i
2300 e PRGNS i b . JOVDELIVERY



Appendix D

Title VI Survey Graphs and
Day After Reports



VTA Title VI Survey - Question 1:

Which of the following do you ride on a reqular
basis? (Check all that apply)

Table 25: Survey Question 1

Which of the following do you ride on a regular basis? (Check all that apply)

Answer Options Re;g:)cllsnet: Response Count
VTA Bus Route(s) 89.7% 166
VTA Light Rail Route(s) 49.1% 91
Neither. Why not? 3.7% 7
answered question 182

skipped question 3

Note: Response percent may total more than 100 percent due to participants being
allowed to choose more than one response.

Figure 35 — Survey Question 1 (Graph)

Which of the following do you ride on a regular basis? (Check all that
apply)

100.0%
90.0% -
80.0% -
70.0% -
60.0% -
50.0% -
40.0% -+
30.0% -
20.0% -+
10.0% -

0.0% -

/]
VTA Bus Route(s) VTA Light Rail Route(s) Neither. Why not?




VTA Title VI Survey - Question 2:

If you do ride VTA on a reqular basis, what do you

typically use it for? (Check all that apply)

Table 26: Survey Question 2

If you do ride VTA on a regular basis, what do you typically use it for?

Answer Options

Work
School

Medical Appointments

Recreational Use

Other (please specify)

Response

Percent

45.9%
29.7%
48.6%
32.4%
27.0%

answered question

skipped question
Note: Response percent may total more than 100 percent due to participants being
allowed to choose more than one response.

Figure 36 — Survey Question 2 (Graph)

Response Count

85
55
90
60
50
181
4

60.0%

50.0%

40.0%

20.0%

10.0%

0.0%

30.0% -

If you do ride VTA on aregular basis, what do you typically use it for?

Work

School

Medical

Recreational Use

Appointments

Other (please
specify)




VTA Title VI Survey - Question 3:
How important is VTA bus service to you?

Table 27: Survey Question 3

How important is VTA bus service to you?

Answer Options Re;ponse Response Count
ercent

Very Important 90.2% 167
Somewhat Important 4.8% 9
Don’t use it/ No opinion 2.7% 5
Somewhat Unimportant 0.5% 1
Very Unimportant 0.5% 1
answered question 183

skipped question 2

Figure 37 — Survey Question 3 (Graph)

How important is VTA bus service to you?

0.0% 20.0% 40.0% 60.0% 80.0% 100.0%

| | | | |

Very Important

Somewhat
Important
Don’t use it/ :I

No opinion

Somewhat
Unimportant
Very
Unimportant
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VTA Title VI Survey — Question 4:

How important is VTA light rail service to you?

Table 28: Survey Question 4

How important is VTA light rail service to you?

Answer Options Response

Percent
Very Important 68.1%
Somewhat Important 12.4%
Don’t use it/ No opinion 10.8%
Somewhat Unimportant 1.0%
Very Unimportant 1.6%

answered question
skipped question

Figure 38 — Survey Question 4 (Graph)
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VTA Title VI Survey - Question 5:

Are you limited or prevented from any of the
following because of language? (Check all that are

13 7

€S

Table 29: Survey Question 5

Are you limited or prevented from any of the following because of language? (Check all
that are “yes”)

Answer Options Re;ponse Response Count
ercent

Buying tickets for services provided by VTA. 26.4% 49

Using services provided by VTA. 12.4% 23

Ge'ttl'n'g information about VTA services, projects, or 17.2% 32

activities.

Attending public meetings provided by VTA. 7.0% 13

answered question 79

skipped question 106

Figure 39 — Survey Question 5 (Graph)
Are you limited or prevented from any of the following because of
language? (Check all that are “yes”)
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VTA Title VI Survey - Question 6:

Please identify how frequently you use the following means of obtaining
information on public transit and/or construction projects. (Check one
box for each row).

Table 30: Survey Question 6

Please identify how frequently you use the following means of obtaining information on public transit and/or construction
projects. (Check one box for each row)

. 2 - . Ratin Response
Answer Options 0 - Not At All 1 - Rarely Sometimes 3 - Often 4 - Daily Average Cc?unt
Facebook 50 14 17 7 20 1.38 108
Instagram 69 3 6 3 8 0.63 89
LinkedIn 65 6 10 4 4 0.61 89
Newspaper 50 7 19 9 12 1.24 97
Radio 50 6 13 13 10 1.21 92
Community Group/Center 50 10 13 12 4 0.99 89
TV 45 14 13 10 13 1.28 95
Twitter 66 9 3 1 4 0.41 83
VTA Website 33 6 26 18 14 1.73 97
VTA Customer Service Call Center 33 13 29 18 7 1.53 100
511.org 51 12 7 9 3 0.79 82
Gov Delivery 64 8 6 0 1 0.30 79
Email 47 8 8 8 15 1.26 86
answered question 149
skipped question 36



VTA Title VI Survey - Question 6:

Please identify how frequently you use the following means of obtaining
Information on public transit and/or construction projects. (Check one
box for each row) continued.

Table 31: Survey Question 6

Please identify how frequently you use the following means of obtaining information on public
transit and/or construction projects. (Check one box for each row)
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VTA Title VI Survey - Question 7:

How do you usually access the internet? (Check one

only)

Table 32: Survey Question 7

How do you usually access the internet? (Check one only)

Answer Options Re;g:)cr:qet Response Count
Mobile Device (Smartphone/ Tablet) 55.6% 103
Laptop 14.0% 26
Desktop 5.9% 11
Other (please specify) 12.4% 23
answered question 163

skipped question 22

Note: A majority of the participants who selected “Other” left the field blank, which
appears to be an attempt to indicate that they do not regularly use the internet.

Figure 40 — Survey Question 7 (Graph)
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VTA Title VI Survey - Question 8, Part 1:

Which language do you most prefer to communicate
in speaking?

Table 33: Survey Question 8, Part 1

Which language do you most prefer to communicate in speaking?

Answer Options Re;ponse Response Count
ercent

English 49.7% 92
Spanish 18.9% 35
Farsi 5.4% 10
Chinese 2.7% 5
Persian 2.1% 4
Tagalog 1.0% 2
Tigrinya 1.0% 2
Viethamese 1.0% 2
French 1.0% 2
Hindi 1.0% 2
Mandarin 1.0% 2
Punjabi 1.0% 2
Korean 1.0% 2
answered question 149

skipped question 36

Figure 41A — Survey Question 8, Part 1 (Graph)
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VTA Title VI Survey - Question 8, Part 2:

Which language do you most prefer to communicate

in reading?

Table 34: Survey Question 8, Part 2

Which language do you most prefer to communicate in reading?

Answer Options REETESS Response Count
Percent
English 44.8% 83
Spanish 17.8% 33
Farsi 4.8% 9
Chinese 2.7% 5
Persian 2.1% 4
Mandarin 1.0% 2
Tagalog 1.0% 2
Vietnamese 1.0% 2
answered question 136
skipped question 49
Figure 41B — Survey Question 8, Part 2 (Graph)
Which language do you most prefer to communicate in reading?
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VTA Title VI Survey - Question 8, Part 3:

Which language do you most prefer to communicate
in writing?

Table 35: Survey Question 8, Part 3

Which language do you most prefer to communicate in writing?

Answer Options

Response Percent

Response Count

English 47.0% 87
Spanish 17.2% 32
Farsi 4.3% 8
Chinese 2.7% 5
Persian 2.1% 4
Mandarin 1.0% 2
Viethamese 1.0% 2
answered question 136
skipped question 49
Figure 41C — Survey Question 8, Part 3 (Graph)
Which language do you most prefer to communicate in writing?
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VTA Title VI Survey - Question 8, Part 4:

Which language do you most prefer to communicate

in understanding?

Table 36: Survey Question 8, Part 4

Which language do you most prefer to communicate in understanding?

Answer Options Re;ponse Response Count
ercent
English 45.9% 85
Spanish 17.8% 33
Farsi 4.3% 8
Chinese 2.7% 5
Persian 2.1% 4
French 1.0% 2
Mandarin 1.0% 2
Viethamese 1.0% 2
Answered
question 135
skipped question 50
Figure 41D — Survey Question 8, Part 4 (Graph)
Which language do you most prefer to communicate in
understanding?
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VTA Title VI Survey - Question 9:

How well do you speak, read, write, and understand Enqglish?

Table 37: Survey Question 9

How well do you speak, read, write, and understand English?

Answer

2 - Fairly

1 - Not Very Well well 3 - Well 4 - Very Well Rating Average
44 25 13 79 2.63
33 23 18 78 2.76
38 20 15 73 2.63
30 27 14 77 2.73

answered question
skipped question

Figure 42 — Survey Question 9 (Graph)
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VTA Title VI Survey - Question 10:

Did you know VTA can provide free assistance in
your primary languaqge?

Table 38: Survey Question 10

Did you know VTA can provide free assistance in your primary language?

. Response
Answer Options Percent Response Count
Yes 51.8% 96
No 42.1% 78
answered question 174
skipped question 11

Figure 43 — Survey Question 10 (Graph)
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VTA Title VI Survey - Question 11:

What is your current age?
Table 39: Survey Question 11

What is your current age?

Answer Options Re;ponse Response Count
ercent

12 or younger 0.5% 1
13 -17 3.2% 6
18- 24 5.9% 11
25-34 12.4% 23
35-44 11.8% 22
45 - 54 17.8% 33
55 - 64 17.8% 33
65-74 18.9% 35
75 or older 7.0% 13
answered question 177

skipped question 8

Figure 44 — Survey Question 11 (Graph)
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VTA Title VI Survey - Question 12:

How many people reqularly live in your household?
Table 40: Survey Question 12

How many people regularly live in your household?

Answer Options Re;ponse Response Count
ercent

1 23.2% 43
2 17.2% 32
3 18.3% 34
4 15.1% 28
5 11.3% 21
6 3.2% 6
7 2.1% 4
8 1.0% 2
9 0.5% 1
10 + 2.1% 4
answered question 175

skipped question 10

Figure 45 — Survey Question 12 (Graph)
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VTA Title VI Survey - Question 13:

How many vehicles do members of your household
use?

Table 41: Survey Question 13

How many vehicles do members of your household use?

Answer Options Rngcoer;]ste Response Count
None 37.8% 70
1-2 49.1% 91
3 or more 8.1% 15
answered question 176
skipped question 9

Figure 46 — Survey Question 13 (Graph)
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VTA Title VI Survey - Question 14:
Which ethnicities (cultural/national origin) and/or
races do you identify with? (Check all that apply)
Table 42: Survey Question 14

Which ethnicities (cultural/national origin) and/or races do you identify with? (Check all
that apply)

Answer Options Resgl?cr;et: Response Count
Hispanic or Latino 34.0% 63
American Indian or Alaska Native 3.7% 7
Asian 24.8% 46
Black or African American 10.2% 19
Native Hawaiian or Other Pacific Islander 0.5% 1
White 25.9% 48
Two or More Races 3.2% 6
Decline to state/No Answer 2.7% 5
answered question 175

skipped question 10

Figure 47 — Survey Question 14 (Graph)

Which ethnicities (cultural/national origin) and/or races do you
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VTA Title VI Survey - Question 15:

What is your total annual household income?
Table 43: Survey Question 15

What is your total annual household income?

Answer Options Re;ponse Response Count
ercent

0 - $24,999 63.2% 117
$25,000 - $49,999 12.4% 23
$50,000 - $74,999 3.7% 7
$75,000 - $99,999 2.7% 5
$100,000 - $149,999 3.7% 7
$150,000 - $199,999 0.5% 1
$200,000 - $249,999 1.0% 2
Over $250,000 2.1% 4
answered question 166

skipped question 19

Figure 48 — Survey Question 15 (Graph)
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Day Worker Center of Mountain View

ving the

H The Day Worker Center of
day Somamaties f o
worker s ltos Hi
center.

mountain view

bl Wb, Rasdy 0 Serve

Services to the Local Community

I addition 1o acting as a clearing house for work, the Center
contributes o the community in the fobowing ways:

the
stréets by providing a safe, central place for workers seeking
employment.
+Offer English language (ESL) classes; the focus is on

Date and Time: August 18, 2016

Organization: Day Worker Center of Mountain View 113 Escuela Avenue, Mountain
View, CA 94040.

Contact: Maria Marroquin, Executive Director, (650) 903-4102,
maria@dayworkercentermv.org

New Organization: No, the organization has been around for 20 years.
Purpose/Mission Statement: The Day Worker Center of Mountain View’s mission is to
provide a safe and supportive environment to connect day workers and employers with
dignity and compassion. In addition, the Center strives to empower day workers and
improve their socio-economic condition through fair employment, education, job skills
training and community services. The Center also supports advocacy efforts on issues
that affect day workers.

Meeting Attendees: 23 clients of the Day Worker Center of Mountain View.
Demographic: Spanish-speaking persons.

Language(s): Spanish and English

Report Completed By: Sommer Goecke

Background: Sommer Goecke contacted Maria Marroquin in regard to potentially
assisting VTA with administering LEP surveys to her clients. Maria stated that her
organization held short meetings every Monday morning, but these meetings would not
be long enough for VTA to give a full presentation or to lead a guided discussion. Maria
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Day After Report

offered to administer the survey to her clients herself and then mail the completed
surveys back to VTA.

Ibraheem Fakira and Sommer Goecke mailed the surveys out to the Day Worker Center
of Mountain View along with a prepaid envelope so that there would be no cost for
return postage. Approximately two weeks later VTA received 23 completed surveys
from the Day Worker Center on August 17, 2016.

Discussion Questions and Responses

1. Which of the following do you ride on a regular basis? (check all that apply)

Reponses:
87% of participants indicated that they use VTA bus service.

39% of participants use VTA light rail service.
4% of participants did not provide a response to this question.

2. If you do ride VTA on a regular basis, what do you typically use it for?

Responses:
96% of participants ride VTA in order to get to work.

39% ride VTA to get to school.

35% ride VTA to get to medical appointments.

13% ride VTA to travel to recreational activities.

4% ride VTA for other purposes.

4% of participants did not provide a response to this question.

3. How important is VTA bus service to you?

Responses:
96% of participants indicated that VTA bus service was “very important” to them.

4% do not use it, or have no opinion.

4. How important is VTA light rail service to you?

Responses:
74% of participants indicated that VTA light rail service was “very important” to

them.

13% indicated that it was “somewhat important.”

4% do not use it, or have no opinion.

4% consider it to be “somewhat unimportant.”

4% of participants did not provide a response to this question.
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. Are you limited or prevented from any of the following because of language?
(Check all that are “yes”)

Responses:
35% of participants indicated that they experience language difficulties when

buying tickets for VTA services.

17% of participants indicated language difficulties in getting information about
VTA services.

13% of participants indicated language difficulties in using services provided by
VTA.

9% of participants indicated language difficulties in attending public VTA
meetings.

48% of participants did not provide a response to this question.

. Please identify how frequently you use the following means of obtaining
information on public transit and/or construction projects.

Responses:
Email was the most frequently used source of information overall. Other common

sources in order of frequency of use were the newspaper, followed by community
group/center, radio, the VTA website, television, Facebook, 511.org, and the VTA
customer service call center.

. How do you usually access the internet?

Responses:
96% of participants use a mobile device most frequently to access the internet.

4% use a laptop most frequently.

. Which language do you most prefer to communicate in speaking, reading,
writing, and understanding?

Reponses:
A majority of participants prefer to speak Spanish, followed by English.

A majority of participants prefer to read Spanish, followed by English.
A majority of participants prefer to write in Spanish, followed by English.
A majority of participants prefer to understand Spanish, followed by English.

. How well do you speak, read, write, and understand English?

Responses:
48% of participants speak English “very well,” while 5% speak English “well,”

10% fairly well, 29% “not very well,” and 10% “not at all.”
53% of participants read English “very well,” while 6% read English “well,” 12%
fairly well, and 29% “not very well.”
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41% of participants write English “very well,” while 12% write English “well,” 6%
fairly well, and 41% “not very well.”

56% of participants understand English “very well,” while 6% understand English
‘well,” 6% fairly well, and 31% “not very well.”

10.Did you know VTA can provide free assistance in your primary language?

Responses:
70% of participants indicated “yes” that they are aware of VTA'’s free language

assistance.
30% indicated “no” they are not aware of VTA’s free language assistance.

11.What is your current age?

Responses:
39% of participants were in the age range of 45-54.

17% of participants were in the age range of 25-34.
17% of participants were in the age range of 65-74.
9% of participants were in the age range of 18-24.
9% of participants were between the ages of 55-64.
4% of participants were age 12 or younger.

4% of participants were in the age range of 35-44.

12.How many people regularly live in your household?

Responses:
17% of participants live alone.

17% of participants live in a household of four people.

17% of participants live in a household of five people.

13% of participants live in a household of two people.

13% of participants live in a household of three people.

9% of participants live in a household of six people.

9% of participants live in a household of 10 or more people.
4% of participants live in a household of seven people

13.How many vehicles do members of your household use?

Responses:
57% have one or two vehicles in their household.

22% of participants have no vehicles in their household.
22% have three or more vehicles in their household.
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14.Which ethnicities (cultural/national origin) and/or races do you identify with?

(Check all that apply)

Responses:
70% of participants identified as “Hispanic or Latino.”

17% of participants identified as “White.”

17% of participants identified as “Black or African American”
4% of participants identified as “Asian.”

4% of participants declined to answer the question.

15.What is your annual household income?

Responses:
83% of participants make less than $25,000 per year.

9% of participants make $25,000 - $49,999 per year.
4% of participants make $200,000 - $249,999 per year.
4% of participants did not provide a response to this question.

OTHER CUSTOMER COMMENTS/GENERAL FEEDBACK:

1.

There was no general feedback given, but it is interesting to note that one of the
respondents indicated that they do not attend VTA public meetings because “the
meetings seem very selfish and driven by the contractors.”

Follow-Up:
Sommer Goecke has been in contact with Maria to determine whether she would want

clipper cards or tokens for her clients in appreciation of her assistance in administering
surveys.

Comments/Notes/Lessons Learned:

1.

It is interesting to note that this group is one of only two where a majority of the
members were aware that VTA offered language assistance in their primary
language. This may be due to the fact that Spanish is a common language which
is generally offered more frequently as an option for customer service assistance.

It is interesting to note that a vast majority of these participants ride the bus to

work, and that most of them assigned a very high level of importance to this
service.
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Downtown Customer Service Center

s

®
SANTA Clara

Valley Transportation Authority

Date and Time: August 15t and 2"9, 2016 9:00 AM — 5:00 PM.

Organization: Santa Clara Valley Transportation Authority (VTA) Downtown Customer
Service Center, 55-A West Santa Clara Street San Jose, CA 95113.

Contact: (408) 321-2300.

Meeting Attendees: Customers of the VTA Downtown Customer Service Center.
Demographic: Individuals of various racial and ethnic backgrounds.
Language(s): English, Spanish, Viethnamese, Mandarin, Cantonese, Tagalog, and
Tigrinya.

VTA Staff Present: Ibraheem Fakira, Sommer Goecke, Camille Williams, Carmen
Trejo, Harriet John, Rosa Barreiro, and Tiffany Ton.

Report Completed By: Sommer Goecke.

Background: Over the course of two separate days, VTA staff visited the Downtown
Customer Service Center and administered surveys to VTA customers. We selected the
first and second days of August because we believed that these days would be the
busiest with customers purchasing new passes for the month of August. At the VTA
staff table, water bottles, candy, and other small prizes were available to entice people
to participate in the survey. Translation services were offered to anyone who needed
assistance, and some participants received personalized assistance from VTA staff on
English surveys.
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On day one, Sommer Goecke and Ibraheem Fakira were present all day along with
Carmen Trejo to assist with Spanish language interpretation and Harriet John to assist
with Cantonese language interpretation. During the first day, 69 surveys in total were
completed and returned.

On day two, Sommer Goecke and Ibraheem Fakira were joined by Rosa Barreiro to
assist with Spanish language interpretation and Tiffany Ton to assist with Viethamese
language interpretation. Camille Williams stepped in for Ibraheem Fakira in the
afternoon of day two. On the second day, 47 surveys were completed and returned.

Overall VTA staff collected 116 total surveys over the course of both days. Although all
surveys handed out were returned to VTA staff, many were not fully completed. The
individuals selected to participate in the survey were those who entered the VTA
Downtown Customer Service Center.

Discussion Questions and Responses

1. Which of the following do you ride on a regular basis? (check all that apply)

Reponses:
94% of participants indicated that they use VTA bus service.

53% of participants use VTA light rail service.
1% of participants use neither bus nor light rail.
2% of participants did not provide a response to this question.

2. If you do ride VTA on a regular basis, what do you typically use it for?

Responses:
55% of participants ride VTA in order to get to medical appointments.

41% ride VTA to get to work.

35% ride VTA to travel to recreational activities.

33% ride VTA for other purposes.

15% ride VTA to get to school.

1% of participants did not provide a response to this question.

3. How important is VTA bus service to you?

Responses:
91% of participants indicated that VTA bus service was “very important” to them.

6% indicated that it was “somewhat important.”
1% do not use it, or have no opinion.
2% of participants did not provide a response to this question.
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4. How important is VTA light rail service to you?

Responses:
70% of participants indicated that VTA light rail service was “very important” to

them.

12% indicated that it was “somewhat important.”

9% do not use it, or have no opinion.

3% consider it to be “very unimportant.”

7% of participants did not provide a response to this question.

5. Are you limited or prevented from any of the following because of language?
(Check all that are “yes”)

Responses:
21% of participants indicated that they experience language difficulties when

buying tickets for VTA services.

13% of participants indicated language difficulties in getting information about
VTA services.

8% of participants indicated language difficulties in using services provided by
VTA.

4% of participants indicated language difficulties in attending public VTA
meetings.

64% of participants did not provide a response to this question.

6. Please identify how frequently you use the following means of obtaining
information on public transit and/or construction projects.

Responses:
The VTA Customer Service Call Center was the most frequently used source of

information overall. Other common sources in order of frequency of use were the
VTA website, followed by television, Facebook, the newspaper, and email.

7. How do you usually access the internet?

Responses:
45% of participants use a mobile device most frequently to access the internet.

20% use some “other” device most frequently.

12% use a laptop most frequently.

8% use a desktop most frequently.

16% of participants did not provide a response to this question.
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8. Which language do you most prefer to communicate in speaking, reading,
writing, and understanding?

Reponses:
A majority of participants prefer to speak English, followed by Spanish, Chinese,

Hindi, Korean, Mandarin, and Viethnamese.

A majority of participants prefer to read English, followed by Spanish, Chinese,
Mandarin, and Vietnamese.

A majority of participants prefer to write in English, followed by Spanish, Chinese,
Mandarin, and Vietnamese.

A majority of participants prefer to understand English, followed by Spanish,
Chinese, Mandarin, and Vietnamese.

9. How well do you speak, read, write, and understand English?

Responses:
53% of participants speak English “very well,” while 7% speak English “well,” 9%

fairly well, 16% “not very well,” and 6% “not at all.”

53% of participants read English “very well,” while 8% read English “well,” 8%
fairly well, 12% “not very well,” and 7% “not at all.”

52% of participants write English “very well,” while 7% write English “well,” 7%
fairly well, 12% “not very well,” and 7% “not at all.”

53% of participants understand English “very well,” while 8% understand English
‘well,” 7% fairly well, 11% “not very well,” and 7% “not at all.”

10.Did you know VTA can provide free assistance in your primary language?

Responses:
59% of participants indicated “yes” that they are aware of VTA’s free language

assistance.
32% indicated “no” they are not aware of VTA’s free language assistance.
9% of participants did not provide a response to this question.

11.What is your current age?

Responses:
23% of participants were between the ages of 55-64.

22% of participants were in the age range of 65-74.

15% of participants were in the age range of 45-54.

11% of participants were in the age range of 25-34.

10% of participants were in the age range of 35-44.

8% of participants were 75 or older.

3% of participants were in the age range of 13-17.

3% of participants were in the age range of 18-24.

3% of participants did not provide a response to this question.
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12.How many people regularly live in your household?

Responses:
26% of participants live alone.

18% of participants live in a household of four people.

17% of participants live in a household of two people.

14% of participants live in a household of three people.

9% of participants live in a household of five people.

3% of participants live in a household of six people.

2% of participants live in a household of seven people.

2% of participants live in a household of 10 or more people.
1% of participants live in a household of eight people.

1% of participants live in a household of nine people.

7% of participants did not provide a response to this question.

13.How many vehicles do members of your household use?

Responses:
49% of participants have no vehicles in their household.

41% have one or two vehicles in their household.
5% have three or more vehicles in their household.
5% of participants did not provide a response to this question.

14.Which ethnicities (cultural/national origin) and/or races do you identify with?
(Check all that apply)

Responses:
36% of participants identified as “Hispanic or Latino.”

32% of participants identified as “Asian.”

15% of participants identified as “White.”

11% of participants identified as “Black or African American”

5% of participants identified as “American Indian or Alaskan Native.”

3% of participants identified as “Two or More Races.”

1% of participants identified as “Native Hawaiian or Other Pacific Islander.”
1% of participants declined to answer the question.
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15.What is your annual household income?

Responses:
63% of participants make less than $25,000 per year.

12% of participants make $25,000 - $49,999 per year.

6% of participants make $50,000 - $74,999 per year.

3% of participants make $75,000 - $99,999 per year.

3% of participants make $100,000 - $149,999 per year.

2% of participants make over $250,000 per year.

1% of participants make $150,000 - $199,999 per year.

1% of participants make $200,000 - $249,999 per year.

9% of participants did not provide a response to this question.

OTHER CUSTOMER COMMENTS/GENERAL FEEDBACK:

1.

Participants suggested increased bus frequency, with buses arriving
approximately every 10 minutes. They also requested that buses run later into
the early morning, until 4:00 or 5:00 am.

One participant specifically suggested that more 168 express buses should
be available during the middle of the day for South Bay commuters. She also
suggested that an additional 168 bus should run for students in addition to the
current route scheduled for 7:42 am.

One participant commented that previously she was very unhappy with VTA
customer service, but later when a new supervisor was hired the service
improved greatly. She indicated she was very happy with the change and
encouraged VTA to keep up the good job.

In obtaining information about public transportation, many people said they
use the downtown customer service center for assistance in learning about
public transit and/or construction projects. Several Spanish speaking
customers indicated they ask their bus drivers for information.

One woman explained that people in her community (which is largely
Chinese) have issues with Outreach, VTA’s current paratransit contractor,
translations over the phone and during their rides. They say that the phone
operators only speak English and sometimes Spanish. She said that during
rides people often have trouble getting to their destinations due to language
barriers.

As with Jewish Family Services, customers indicated that more bus shelters
are needed because of the hot weather.
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Follow-Up:
As a result of feedback that was given, VTA staff will follow up on comments relating to

requested changes to the bus routes and bus stops including shelters, increased
frequency, longer service hours, etc.

Comments/Notes/Lessons Learned:

1. We received six customers whose primary language was Vietnamese, and
although the survey was translated into Vietnamese, these customers said they
could not read the language and wanted someone to read it to them. This is
something to take into consideration for VTA’s next outreach efforts.

2. Question five related to whether the participant experienced any difficulties due
to language barriers, but 74 people in total left this question blank, with only 42
submitting some form of response. It is unclear whether participants did not
understand the question or left it blank because they do not experience language
difficulties. In the future it would be helpful to modify the question to include an
option along the lines of “no difficulties due to language barriers” so that the
intended response is clearer.

3. A vast majority of the individuals who participated in this survey were between
the ages of 55 and 74. We hypothesize that this result may be due to the fact that
younger customers are less likely to visit the Downtown Customer Service
Center.

4. 63% of survey participants make less than $25,000 per year, including two

individuals who live in households of 10 or more people. At least one survey
participant indicated that they were currently homeless.
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International Rescue Committee

Date and Time: August 15, 2016 at 1:00 pm.

Organization: International Rescue Committee, 1210 S. Bascom Ave #227, San Jose,
CA 95128.

Contact: Sead Eminovic, sead.eminovic@rescue.org, (408) 277-0255 ext.15.
New Organization: No, the organization has been around for 83 years.
Purpose/Mission Statement: The International Rescue Committee helps people
whose lives and livelihoods are shattered by conflict and disaster to survive, recover
and regain control of their future.

Meeting Attendees: Those surveyed were clients of IRC.

Demographic: Individuals of various racial and ethnic backgrounds.

Language(s): English, Spanish, Tigrinya, and Farsi.

VTA Staff Present: Ibraheem Fakira and Sommer Goecke.

Facilitator: Sead Eminovic, Site Manager for IRC.

Report Completed By: Sommer Goecke.

Background: Ibraheem Fakira connected with Sead Eminovic during the July 2016
Refugee and Immigrant Forum meeting, and inquired as to whether IRC could assist in
administering VTA LEP surveys. Sead requested that our survey be translated into
several additional languages such as Farsi, Amharic, Arabic, and Tigrinya.

Once the surveys were translated, Sommer and Ibraheem personally brought copies of
the survey to IRC’s office, and provided soft copy PDFs by email in case additional
surveys were needed. Ibraheem then connected with IRC staff and scheduled an
appointment to pick up the completed surveys on August 15™ at 1:00 pm. Sommer and
Ibraheem collected six surveys that had been completed and met with staff to obtain
answers to various follow up questions relating to the services provided by IRC.
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Discussion Questions and Responses

. Which of the following do you ride on a regular basis? (check all that apply)

Reponses:
100% of participants indicated that they use VTA bus services.

50% of participants indicated that they also use light rail.

. If you do ride VTA on a regular basis, what do you typically use it for?

Responses:
100% of participants use VTA to travel to school.

50% of participants also use it to get to medical appointments.
33% of participants also indicated that they use it to travel to work.

. How important is VTA bus service to you?

Responses:
100% of participants indicated that VTA bus service is “very important” to them.

. How important is VTA light rail service to you?

Responses:
50% of participants indicated that light rail service is “very important” to them.

17% of participants indicated that light rail service is “somewhat important” to
them.

17% of participants indicated that they do not use light rail services and/or have
no opinion.

17% of participants did not provide a response to this question.

. Are you limited or prevented from any of the following because of language?
(Check all that are “yes”)

Responses:
33% of participants indicated language difficulties when purchasing tickets.

33% of participants indicated language difficulties in getting access to information
about services, projects, or activities.

17% of participants indicated language difficulties when using VTA transportation
services.

67% of participants did not provide a response to this question.
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6. Please identify how frequently you use the following means of obtaining
information on public transit and/or construction projects.

Responses:
The VTA Website was the most frequently used source of information overall.

Other sources in order of frequency of use were: LinkedIn, VTA Customer
Service Call Center, Email, Facebook, Community Group/Center, Instagram, and
Gov Delivery.

7. How do you usually access the internet?

Responses:
67% of participants use a mobile device to access the internet.

17% of participants use a laptop to access the internet.
17% of participants did not provide a response to this question.

8. Which language do you most prefer to communicate in speaking, reading,
writing, and understanding?

Reponses:
An equal number of participants indicated that they prefer to speak Spanish,

Turkish, and Tigrinya.

An equal number of participants indicated that they prefer to read Spanish,
Turkish, and Tigrinya.

An equal number of participants indicated that they prefer to write Spanish,
Turkish, and Tigrinya.

An equal number of participants indicated that they prefer to understand Spanish,
Turkish, and Tigrinya.

50% of participants did not provide a response to this question.

9. How well do you speak, read, write, and understand English?

Responses:
50% of participants indicated that they speak, read, write, and understand

English “not very well.”

17% of participants indicated that they speak, read, write, and understand
English “fairly well.”

17% of participants indicated that they speak, read, write, and understand
English “not at all.”
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10.Did you know VTA can provide free assistance in your primary language?

Responses:
33% of participants indicated that they did know about the free language
assistance services.

67% of participants indicated that they did not know about these services.

11.What is your current age?

Responses:
50% of participants were in the age range of 35-44.

33% of participants were in the age range of 45-54.
17% of participants were in the age range of 18-24.

12.How many people regularly live in your household?

Responses:
50% of participants indicated that one person lives in their household.
50% of participants indicated that three people live in their household.

13.How many vehicles do members of your household use?

Responses:
50% of participants indicated that they have no vehicles in their household.

50% of participants indicated that they have one or two vehicles in their
household.

14.Which ethnicities (cultural/national origin) and/or races do you identify with?
(Check all that apply)

Responses:
33% of participants consider themselves to be “White.”

33% of participants consider themselves to be “Hispanic or Latino.”
17% if participants consider themselves to be “Asian.”
17% if participants consider themselves to be “Black or African American.”

15.What is your annual household income?

Responses:
67% of participants had incomes under $25,000 per year.

33% of participants did not provide a response to this question.
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OTHER CUSTOMER COMMENTS/GENERAL FEEDBACK:

1. IRC staff informed us that their clients would like increased bus coverage.

2. Staff also stated that some clients have concerns about the long travel times
when riding the bus.

3. IRC staff wanted to learn more about Eco Passes and whether they could
potentially sign up for these for use by their clients.

4. IRC staff mentioned that they were in the process of scheduling a “cultural
orientation” for clients which would contain workshops to educate them on a
variety of topics. They expressed interest in having VTA staff participate by
teaching clients how to use bus and light rail service, as well as answer any
other questions they may have about transportation.

Follow-Up:
Sommer and Ibraheem are going to look into whether VTA staff would be available to

participate in IRC’s cultural orientation. Ibraheem also told Sead that he would send an
email with additional information relating to Eco Passes.

Comments/Notes/Lessons Learned:

It is interesting to note that IRC serves a particularly wide geographical area including
Santa Clara, Santa Cruz, Monterey, San Mateo, and Alameda counties. IRC also
receives a lot of their client referrals from various other local agencies, serving
approximately 500 people in total.
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Jewish Family Services of Silicon Valley

For over a quarter of a century
Jewish Family Services of Silicon Valley
has been committed to serving a diverse
community with quality social, vocational,
senior, counseling and refugee resettlement
services. We are a non-profit agency, serving
clients without regard to race, religion,
ethnicity, or ability to pay.
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Jewish Family Services
of silicon valley

14855 Oka Road, Suite 202
Los Gatos, CA 95032 [
phone: 408.556.0600
fax: 408.551.0091
www.jfssv.org

Jewish Family Services
of silicon valley
www.jfssv.org

Date and Time: July 28, 2016 11:00 AM — 12:20 PM.

Organization: Jewish Family Services of Silicon Valley, 14855 Oka Road, Suite 202,
Los Gatos, CA 95032.

Contact: Chad Lama, Job Developer, (408) 357-7459, ChadL@)jfssv.org.

New Organization: No, the organization has been around since 1978 (38 years).
Purpose/Mission Statement: Jewish Family Services of Silicon Valley empowers
individuals and families facing life’s challenges by providing quality human services
inspired by Jewish values. Jewish Family Services will ensure that children, adults, and
families in our community have access to affordable and meaningful

professional services. Everyone will be treated with dignity and respect. The agency’s
programs will be available without regard to race, religion, ethnicity, sexual orientation,
or ability to pay.

Meeting Attendees: The discussion participants were 11 clients of Jewish Family
Services.

Demographic: Individuals of various racial and ethnic backgrounds.

Language(s): Arabic, English, Farsi, and Russian.

VTA Staff Present: Ibraheem Fakira and Sommer Goecke.
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Facilitator: Volunteer serving as multi-language interpreter.
Report Completed By: Sommer Goecke and Ibraheem Fakira.

Background: Ibraheem Fakira connected with Chad Lama and arranged for VTA to
visit Jewish Family Services to meet with a small group of clients to administer our LEP
survey. Ibraheem Fakira and Sommer Goecke met with 11 clients of Jewish Family
Services who were participating in the organization’s life skills course, in addition to
Chad Lama and one other woman who was multilingual and assisted with translation
services.

Sommer and Ibraheem handed out surveys and pens to all participants, then gave them
approximately fifteen minutes to fill out the surveys with the assistance of the
interpreter. Following completion of the survey, there was a small group discussion
about the survey questions. Participants were also eager to submit a variety of other
comments related to VTA services.

After this open discussion, Chad Lama suggested VTA staff do a short demonstration of
the VTAlerts mobile app since each of the participants had a smart phone and could
benefit from using the app to get real time information on VTA bus and light rail
schedules.

Discussion Questions and Responses

1. Which of the following do you ride on a regular basis? (check all that apply)

Reponses:
64% of participants indicated that they use the bus.

9% of participants indicated that they use light rail.
36% of participants use neither bus nor light rail.

2. If you do ride VTA on a regular basis, what do you typically use it for?

Responses:
64% of participants indicated that they use VTA to travel to school.

27% of participants use it to get to medical appointments.

18% of participants use it to travel to work.

9% of participants use it to get to recreational activities.

9% of participants indicated that they use it to travel to a “resettlement agency.”
18% of participants did not provide a response to this question.
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. How important is VTA bus service to you?

Responses:
91% of participants indicated that VTA bus service is “very important” to them.

9% of participants indicated that VTA bus service is “somewhat important” to
them.

. How important is VTA light rail service to you?

Responses:
45% of participants indicated that light rail service is “very important” to them.

18% of participants indicated that light rail service is “somewhat important” to
them.

36% of participants indicated that they do not use VTA services and/or have no
opinion.

. Are you limited or prevented from any of the following because of language?
(Check all that are “yes”)

Responses:
36% of participants indicated language difficulties when purchasing tickets.

36% of participants indicated language difficulties when using VTA transportation
services.

18% of participants indicated language difficulties in getting access to information
about VTA services, projects, or activities.

18% of participants indicated that language barriers made it difficult for them to
attend VTA public meetings.

45% of participants did not provide a response to this question.

. Please identify how frequently you use the following means of obtaining
information on public transit and/or construction projects.

Responses:
Facebook was the most frequently used source of information overall. Other

common sources in order of frequency of use were the VTA website, followed by
511.org, email, Linkedin, Gov Delivery, Radio, and Newspaper.

. How do you usually access the internet?

Responses:
82% of participants use a mobile device to access the internet.

9% of participants uses a laptop to access the internet.
9% of participants uses a desktop computer to access the internet.
9% of participants did not respond to this question.
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8. Which language do you most prefer to communicate in speaking, reading,
writing, and understanding?

Reponses:
9% of participants prefer to speak English.

9% of participants prefer to speak Russian.

9% of participants prefer to speak Farsi.

18% of participants prefer to read in English.

9% of participants prefer to read in Farsi.

27% of participants indicated that they prefer writing and understanding in
English.

64% of participants did not respond to this question.

9. How well do you speak, read, write, and understand English?

Responses:
9% of participants speak English “very well,” 36% fairly well, and 45% “not very

well.

9% of participants read English “very well,” 36% read English “well,” 27% fairly
well, and 9% “not very well.”

9% participants write English “very well,” 36% fairly well, and 36% “not very well.”
9% participants understand English “very well,” 9% understand English “well,”
45% fairly well, 27% “not very well,” and 9% “not at all.”

10.Did you know VTA can provide free assistance in your primary language?

Responses:
18% of participants indicated that they did know about the free language

assistance services.
82% of participants indicated that they did not know about these services.

11.What is your current age?

Responses:
27% of participants were in the age range of 18-24.

27% of participants were in the age range of 25-34.
27% of participants were in the age range of 45-54.
18% of participants were in the age range of 35-44.
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12.How many people regularly live in your household?

Responses:
45% of participants indicated that three people live in their household.

27% of participants indicated that five people live in their household.
9% of participants indicated that they live alone.

9% of participants indicated that two people live in their household.
9% of participants indicated that four people live in their household.

13.How many vehicles do members of your household use?

Responses:
55% of participants indicated that they have one or two vehicles in their

household.
27% of participants indicated that they have three or more vehicles in their
household.
18% of participants indicated that they have no vehicles in their household.

14.Which ethnicities (cultural/national origin) and/or races do you identify with?
(check all that apply)

Responses:
64% of participants consider themselves to be “White.”

27% of participants consider themselves to be “Asian.”
18% of participants consider themselves to be “Two or more Races”
18% of participants chose the option “Declined to State/No Answer.”

15.What is your annual household income?

Responses:
91% of participants had incomes under $25,000 per year.

9% of participants had an income that was within the range of $25,000-$49,999.

OTHER CUSTOMER COMMENTS/GENERAL FEEDBACK:

1. Participants suggested increased bus frequency, with buses arriving
approximately every 15 minutes. One man remarked that the bus stop at
Williams and San Tomas was particularly problematic. A few others remarked
that the #48 bus arrives too infrequently.

2. Participants coming from Santa Clara and Sunnyvale and travelling to the
Jewish Family Services office commented that there was no direct bus route
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available, and that they would need to use several different bus lines to reach
their destination.

. Participants also suggested naming each bus stop and displaying this name
on the bus stop sign so that each stop is more easily identifiable.

. Participants wanted updates on whether buses were running late, and
requested that all bus stops have Real Time Information, similar to the stop at
West Valley College.

. Many participants commented that they did not like waiting for the bus in the
hot sun or in the rain. They requested that more bus stops have shelters,
specifically the bus stop at Los Gatos and Lark near the organization.

. A participant commented that many people come to Jewish Family Services
from Good Samaritan Hospital, so they need to walk a long distance in order
to reach Jewish Family Services because there are no direct bus routes.

. Participants commented that they preferred the bus over the light rail because
it is easier for them to get to the bus stops than the light rail stations.

. Participants stated that they had no issues buying tickets for the bus, using
clipper cards to pay for fare, or loading additional money onto their clipper
cards.

. Most participants felt that the price of the monthly pass was far too high, and
they wanted to know whether they could get a refugee or immigrant discount,
even if the pass would only last for two to four months.

10. Participants wanted to learn more about Eco Passes.

11.Participants enjoyed using the VTAlerts App to get travel information.

Everyone in attendance had a smart phone and either already had the app, or
expressed interest in downloading it.

Follow-Up:
As a result of feedback that was given during the small group discussion, VTA staff will

follow up with the comments relating to requested changes to the bus routes and bus
stops including shelters, names, Real Time Information, increased frequency, etc. Some
participants also expressed interest in having discounted passes based on refugee
status which would last two to four months, VTA staff will look into this.

VTA staff also explored initiating a request for a bus shelter at the Los Gatos and Lark
stop as requested by the participants.
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Comments/Notes/Lessons Learned:

By participating in this group discussion, we were able to determine if there were any
language barriers to using VTA transportation services and immediately respond to
some of their concerns. Participants were all given the customer service phone number,
and informed that they could receive assistance in their primary language, because
many were unaware that VTA offered this service. We explained that any customer
could contact customer service and receive free assistance in planning a trip, filing a
complaint, or receiving answers to any questions they may have. We also explained
that it is possible to call the number to arrange an interpreter service for assistance at
VTA public meetings, which they were not aware of. Most participants in attendance
used VTA bus service, very few used light rail.
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PARS Equality Center

PARS

EQUALITY

Date and Time: Emailed surveys to PARS on July 29, 2016, picked up completed
surveys on August 5, 2016.

Organization: PARS Equality Center, 1635 The Alameda, San Jose, CA 95126.
Contact: Ellie Clelland, Director of Social Services, eclelland@parsequalitycenter.org,
(408) 261-6400.

New Organization: The organization has been around for six years.
Purpose/Mission Statement: PARS' mission is to act as a catalyst for social, cultural
and economic integration of Iranian-Americans, and other Persian speaking
communities, into mainstream American society.

Meeting Attendees: 19 PARS clients.

Demographic: Iranian Americans and Persians.

Language(s): Farsi and English.

VTA Staff Present: Ibraheem Fakira and Sommer Goecke.

Facilitator: Ellie Clelland.

Report Completed By: Sommer Goecke.

Background: Ibraheem Fakira connected with Ellie Clelland during the July 2016
Refugee and Immigrant Forum meeting. She requested that our survey be translated
into Farsi since many PARS clients speak Farsi as their primary language. She also
said that once the survey was ready it could be sent to her via email to be printed by
PARS and distributed to clients. After the survey translation was completed, Ibraheem
emailed the survey to Ellie in both English and Farsi.
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Ellie contacted Ibraheem on Thursday, August 4™ to let him know that 19 surveys in
total had been completed. Ibraheem and Sommer retrieved the completed surveys the
following day, and they provided PARS with 10 clipper cards, five VTA tote bags, and
one bag of five day tokens for their efforts.

Discussion Questions and Responses

1. Which of the following do you ride on a regular basis? (check all that apply)

Reponses:
89% of participants indicated that they use VTA bus service.

58% of participants use VTA light rail service.
5% of participants use neither bus nor light rail.

2. If you do ride VTA on a regular basis, what do you typically use it for?

Responses:
68% of participants ride VTA to get to school.

53% of participants ride VTA to get to medical appointments.
53% of participants ride VTA to recreational activities.

32% of participants ride VTA to get to work.

32% of participants ride VTA for other purposes.

3. How important is VTA bus service to you?

Responses:
84% of participants indicated that VTA bus service was “very important” to them.

5% indicated that it was “somewhat important.”
11% do not use it, or have no opinion.

4. How important is VTA light rail service to you?

Responses:
58% of participants indicated that VTA light rail service was “very important” to

them.

16% indicated that it was “somewhat important.”
16% do not use it, or have no opinion.

5% considered it to be “somewhat unimportant.”
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5. Are you limited or prevented from any of the following because of language?
(Check all that are “yes”)

Responses:
42% of participants indicated language difficulties in buying tickets for VTA

services.

42% indicated language difficulties in getting information about VTA services.
11% indicated language difficulties in using services provided by VTA.

11% indicated language difficulties in attending public VTA meetings.

6. Please identify how frequently you use the following means of obtaining
information on public transit and/or construction projects.

Responses:
The VTA Website was the most frequently used source of information overall.

Other common sources in order of frequency of use were Community
Group/Center, TV, VTA Customer Service Call Center, Radio, Email, Instagram,
the newspaper, and Facebook.

7. How do you usually access the internet?

Responses:
58% of participants use a mobile device most frequently to access the internet.

26% of participants use a laptop most frequently.
16% of participants did not provide a response to this question.

8. Which language do you most prefer to communicate in speaking, reading,
writing, and understanding?

Reponses:
A majority of participants prefer to speak Farsi, followed by English.

A majority of participants prefer to read Farsi, followed by English.
A majority of participants prefer to write in Farsi, followed by English.
A majority of participants prefer to understand Farsi, followed by English.
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9. How well do you speak, read, write, and understand English?

Responses:
6% participants speak English “very well,” while 11% speak English “well,” 33%

fairly well, and 50% “not very well.”

6% participants read English “very well,” while 11% read English “well,”44% fairly
well, and 39% “not very well.”

6% participants write English “very well,” while 11% write English “well,” 28%
fairly well, 44% “not very well,” and 11% “not at all.”

6% participants understand English “very well,” while 6% understand English
“‘well,” 47% fairly well, 35% “not very well,” and 6% “not at all.”

10.Did you know VTA can provide free assistance in your primary language?

Responses:
94% of participants indicated “yes” that they are aware of VTA’s free language

assistance.
6% indicated “no” they are not aware of VTA’s free language assistance.

11.What is your current age?

Responses:
26% of participants were in the age range of 65-74.

16% of participants were in the age range of 35-44.

16% of participants were in the age range of 55-64.

16% of participants were 75 or older.

5% of participants were in the age range of 25-34.

21% of participants did not provide a response to this question.

12.How many people regularly live in your household?

Responses:
36% of participants live in a household of two people.

26% of participants live in a household of three people.

16% of participants live alone.

11% of participants live in a household of five people.

11% of participants did not provide a response to this question.

13.How many vehicles do members of your household use?

Responses:
74% of participants have one or two vehicles in their household.

11% of participants have no vehicles in their household.
16% of participants did not provide a response to this question.
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14.Which ethnicities (cultural/national origin) and/or races do you identify with?
(Check all that apply)

Responses:
68% of participants identified as “White.”

11% of participants identified as “Asian.”
21% of participants did not provide a response to this question.

15.What is your annual household income?

Responses:
53% of participants have a household income of less than $25,000 per year.

21% of participants have a household income of $25,000 - $49,999 per year.
26% of participants did not provide a response to this question.

OTHER CUSTOMER COMMENTS/GENERAL FEEDBACK:

1. These participants did not provide any additional comments on their surveys. No
other feedback was given on behalf of PARS or anyone who participated in the
survey.

Comments/Notes/Lessons Learned:

1. This particular group of participants appeared hesitant to elaborate on questions
which requested additional information. For example, 68% of participants
indicated language difficulties in question five (are you limited or prevented from
any of the following because of language?) but no one provided any details on
the nature of their obstacles.

2. Due to the formatting change with the Farsi translation, there was only a single
box next to the negative answer in question ten (did you know VTA can provide
free assistance in your primary language?) which may have caused more people
to select “no.” Only a single participant chose to circle “yes” which did not have a
corresponding box next to it.

3. This group, more so than any other surveys were collected from, use VTA
services to get to school. Although nearly everyone in this group is over the age
of 35, the fact that they use it for school can probably be explained by the fact
that many of them do not consider English as their primary language. As a result,
as with many similar agencies, LEP classes are probably quite common with
clients at this agency.
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Figure 49A — American Public Transportation Association Award

Annual Meeting i

Registration
SEPTEMBER 11-14 | LOS ANGELES, CA ends August 1

SSENG
Transport

THE SOURCE FOR PUBLIC TRANSPORTATICN NEWS AND ANALYSIS

July 29, 2016

NEWS HEADLINES | IN DEPTH | APTA MEMBER PROFILE | MEET THE APTA STAFF I
COUNTDOWN TO 2016 ANNUAL MEETING I AROUND THE INDUSTRY | SPECIAL NEWS | COMMENTARY
PEOPLE ON THE MOVE

COUNTDOWN TO 2016 ANNUAL MEETING

AdWheel Awards Honor Members for
Communications and Marketing Efforts

The AdWheel Awards recognize the marketing and
communications efforts of APTA's members and
showcase the strategic value of communications and
marketing in the industry.

Public transportation systems and businesses
compete for Grand Awards against their peer group,
based on number of annual passenger trips or in the
separate business member group. The 2016 awards
will be presented at a special ceremony Sept. 12,
during the Annual Meeting. This year, more than 150
entries were judged by 60 industry experts to produce
11 Grand Award winners in the following three
categories:

Campaigns to Increase Ridership or Sales

Chicago’s Regional Transportation Authority for its

Regional Consumer Marketing Campaign, “Ride On.”

This campaign associates public transportation with maximizing riders’ time, money and lifestyle and humorously
highlights the frustrations of driving. It uses a variety of media including TV, radio, billboards, print, digital display,
video, events/street teams and social media, with Facebook advertising alone resuilting in 26 million impressions
and half a million uses of the RTA Trip Planner.

Connecticut DOT for CTfastrak Marketing. This effort—which introduced a new BRT system using various
media, including television and radio—has been cited as a success story by the governor and state DOT
commissioner. Ridership on CTfastrak in the month after the campaign launch was 14.2 percent higher than the
month prior to the launch.

Southern California Regional Rail Authority for the Metrolink Antelope Valley Line 2015 Fare Reduction
Marketing Campaign. The success of a six-month pilot program encouraged agency leaders to extend the fare
reduction offer another six months, resulting in a successful launch of a new fare initiative that encouraged more
local trips and increased ridership by 16.4 percent.

PAVLOV Advertising Agency for its Client Acquisition Campaign, which led to increased activity on the agency’s

http://passengertransport.apta.com/aptapt/issues/2016-07-29/22.html
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Figure 49B — American Public Transportation Association Award

social media and website. The campaign had two goals: to introduce PAVLOV’s new transit account director and
to roll out an awareness campaign to the industry.

Campaigns to Highlight Transit Needs/Funding

Fort Worth Transportation Authority for the FWTA Transit Master Plan Campaign. This effort encompasses
strategic goals to establish The T as a transportation leader in the community. It has sparked conversations
about transit needs in Fort Worth via events, digital marketing and traditional advertising, creating greater
awareness of the community’s transit needs and funding requirements.

Santa Clara Valley Transportation Authority for Envision Silicon Valley Public Engagement. This multi-year
effort showcases how innovative digital community engagement tools can be integrated with traditional techniques
to highlight public transit needs. The approach broadened public understanding and involvement and let people
“learn by doing” on an interactive, multilingual microsite that produced more than 740,000 sessions and 900,000
page views from more than 194,000 users.

Ventura County Transportation Commission for the VCTC Education and Awareness Campaign, “The Future of
Ventura County is in Your Hands.” After three months, the campaign generated 69 percent support for a
transportation sales tax in Ventura County and showcased the best of public transportation—the need, the value
and the possibilities—with a comprehensive, strategic and efficient effort that targeted messaging to a large
population.

Educational Campaigns

Denver's Regional Transportation District for its campaign, “With 4 New Rail Lines, 2016 Is Going to Be Big.”
The advertising campaign was eye-catching and easy to remember, resulting in an increased awareness of the A,
B, G and R Line names, colors and project details. This comprehensive campaign generated 141 million -
impressions across a wide array of media and familiarized riders and others in the community with the openings in
2016.

EMBARK in Oklahoma City for “Say Hi to Free Wi-Fi.” The agency created a small but mighty campaign that
advanced its ForwardTogether plans and spurred many opportunities to reach new audiences using its Wi-Fi
service as a way to promote transit and engage the public at fairs and events with bus-based Wi-Fi serving as a
hotspot. Using a data-driven strategy, agency staff developed a result-oriented campaign that helped boost
ridership, elevate the status of the agency and build community support. P

The Rapid (Interurban Transit Partnership), Grand Rapids, MI, for “There’s More to the Ride,” which educated
community residents about the merits of public transportation through simple, powerful, consistent and positive
messages. The Rapid has elevated public awareness by reaching 85 percent of the target audience 5-7 times per
month. The Rapid is going beyond a transactional “getting from point A to point B” thinking and presenting a value
proposition that transcends the traditional numbers about ridership and cost per trip.

BYD Motors Inc. for “Happy Employees Make Greener Buses.” This video campaign helped increase the number
of people applying for jobs at BYD and created ways to connect people: people building the buses with people
riding buses, community leaders with the organization, and BYD with other community and industry leaders.

« Previous Article Return to Top Next Article »

FORWARD | CALENDAR | APTAHOME | ADVERTISE WITH US ﬁ a oo @ ‘.'5

ssengertransport.apta.com/aptapt/issues/2016-07-29/22.html
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Figure 50A — VTA NEXT Network Fact Sheet

VTA's Next Network

Overview
VTA is redesigning its transit network in order to
accomplish three goals:

1. Better connect VTA's transit network with future BART
stations at Milpitas and Berryessa

2. Increase overall system ridership
3. Improve VTA's farebox recovery rate
This redesign will go into effectin the Summer of 2017,

Santa Clara County is growing, our travel patterns are
changing, and itis time to reconsider our goals for public
transit. With a system redesign in the works to improve
BART connectivity, VTA is asking how we can maximize
this opportunity to provide transit service that is more
useful, more cost-effective and better meets the needs of
Santa Clara County.

Making Choices

The dilemma facing the Next Network Project is that we
cannot afford to make all the changes we would like to
our transit system. Ultimately hard choices will have to be
made. How should VTA choose between equally effective
goals?

Ridership or Coverage?

Should our network be designed to achieve high rider-
ship or to provide service to as many areas as possible?
What is the right balance between these two goals? If
ridership is the goal, the network would focus frequent
service in major corridors atthe expense of service to
lower-ridership areas. If coverage is the goal, the network
would reach more places, but be less frequent.

Peak Service or All-Day Service?

Should more buses be deployed during the morning and
evening commute periods and less during the midday or
should buses be deployed evenly throughout the day?

Weekdays or All Days?

Should more buses be deployed on weekdays than
weekends or should weekends have similar service levels
as weekdays? Increasing weekend service means less
service on weekdays.

More Stops or Faster Speeds?

Should VTA develop more rapid-type services that have
wide stop spacing and travel faster, but require longer
walks to transit stops or should routes have close stop
spacing, slower speeds and shorter walks?

Frequent Service or Longer Hours of Service?
Should VTA operate for shorter hours with more fre-
quent service or longer hours with lower frequency?

Get Involved

We will be exploring these questions and many others
through a community engagement process in Summer
2016. We will ask the public to weigh in on three differ-
ent network concepts that illustrate what our network
would look like if we design it at different points along
the ridership/coverage spectrum as well as many other
questions relating to our service model.

(continued on back)
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Figure 50B — VTA NEXT Network Fact Sheet

Project Process

Community Meetings .~ Compile | Community Discussions Refine ~ Final Plan
Summer2016 ! ! Early 2017 3 ! April 2017
Network | [Network |[Network] E | |
Concept || Concept |{ concept | | | Draft | 1
! ! Network | i
% : Final
N E O | |  Next
! ! ! o ' | Network
Create draft | |
| network plan from | | Refine draft !
! community and | ! network plan !
stakeholder | . from community | Board adoption of
Discuss concepts & policy choices ; feedback | Discuss draft network plan ; feedback | final network plan
Community Engagement Opportunities
COMMUNITY BOOKA @3 ONLINE
MEETINGS MEETING TOOLS

Join project staff to discuss transit
network design choices and review

conceptual networks that show how

different goals for transit result in
differently designed networks.

[=]

S

Invite project staff to your meeting
for a presentation about the Next
Network Project and a discussion
of transit design choices.

Contact VTA Community Outreach
to schedule a meeting.

How to Reach Us:

Provide your feedback online by
taking our transit choices survey,
taking the Next Network Budget
Challenge, and evaluating
network concepts.

For more information about the Next Network Project, please call VTA Community Outreach

[=] L

F-3

at (408) 321-7575, (TTY) for the hearing-impaired (408) 321-2330. You may also visit us on
the web at www.vta.org/nextnetwork, or email us at community.outreach@vta.org.

NNetwork 3/31/16 - F
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Figure 50C —=VTA NEXT Network Fact Sheet

La Red Next de VTA

Panorama General
VTA estéa rediseiando su red de transporte pablico con el
objeto de lograr tres metas:

1. Conectar mejor la red de transporte publico de VTAcon las
futuras estaciones BART en Milpitas y Berryessa

2. Aumentar el volumen total de pasajeros del sistema
3. Mejorar la tasa de recuperacién de tarifas de VTA
Este redisefio entrara en vigor en el verano de 2017.

El Condado de Santa Clara esté creciendo, nuestros patrones
de viaje estan cambiando, y es el momento de reconsiderar
nuestras metas para ¢l transporte pablico. Con un redisefio del
sistema en proceso para mejorar la conectividad de BART, VTA
esté preguntando cémo podemos maximizar esta oportunidad
de brindar transporte publico que sea mas (til, mas eficiente
en costos y que cumpla mejor las necesidades del Condado de
Santa Clara.

Toma de decisiones

El dilema al que se enfrenta el Proyecto Red Next es que no nos
es econémicamente factible hacer todos los cambios que de-
searfamos a nuestro sistema de transporte. Finalmente tendrén
que tomarse decisiones dificiles. ;Cémo deberia VTA elegir
entre las metas igualmente efectivas?

¢Volumen de pasajeros o cobertura?

¢Deberia disefiarse nuestra red para lograr un alto volumen

de pasajeros o para brindar servicio a tantas dreas como sea
posible? ;Cuél es el equilibric correcto entre estas dos metas?
Si el volumen de pasajeros es la meta, la red deberia enfocarse
en el servicio frecuente en los corredores importantes a expen-
sas del servicio en dreas con menor volumen de pasajeros.
Sila meta es la cobertura, la red deberia llegar a més lugares,
pero con menos frecuencia.

¢Servicio en horas pico o servicio todo el dia?

¢Deberan proveerse mas autobuses durante los periodos de
los pasajeros habituales, en la mafiana y por la noche, y menos
autobuses durante el mediodia, o deberian proveerse los
autobuses en forma uniforme durante todo el dia?

¢De lunes a viernes o todos los dias?

¢Deberian proveerse mas autobuses de lunes a

viernes que durante el fin de semana o deberian los

fines de semana tener niveles de servicio similares a

los de lunes a viernes? Aumentar el servicio los fines

de semana significaria menos servicio de lunes a

viernes.

F-4

¢Maés paradas o velocidades més rdpidas?
¢Deberia VTA desarrollar servicios de tipo mas
rapido que tienen amplios espacios entre paradas y
viajan mas rapido, pero requieren caminatas mas
largas a las paradas de transporte pablico, o debe-
rian las rutas tener espacios cercanos entre paradas,
velocidades més lentas y caminatas mas cortas?

¢Servicio frecuente o més horas de servicio?
¢Deberia la VTA operar durante menos horas con servicio
maés frecuente o durante mas horas con menor frecuencia?

Participe

Estaremos explorando estos asuntos y muchos otros mediante
un proceso de intervencién de la comunidad en el verano de
2016. Le pediremos al ptblico que opine sobre los tres
diferentes conceptos de red que ilustran lo que podria ser
nuestra red si la disefiamos en diferentes puntos a lo largo

del espectro de volumen de pasajeros/cobertura, asi como
muchos otros asuntos relacionados con nuestro modelo de
servicio,

(sigue al reverso)
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Figure 50D — VTA NEXT Network Fact Sheet

Proceso del proyecto

Refinar ! Plan final
Abril de 2017

Reuniones comunitarias | Compilar opiniones | Discusiones en la comunidad |
Verano de 2016 i

Al inicio de 2017

Plan
preliminar
de la red

% % (&

Crearun plan

preliminardela | Refinar el plan
red apartirdefa preliminar de la
retroalimentacion de | red a partir de la Aprobacién del
Discutir los conceptos y opciones de politica | lacomunidad yfas Discusién del /)Ian | retroalimentacién | nuevo plan de red
" partes interesadas preliminar de la red ' delacomunidad ' porla junia directiva

Oportunidades de participacién de la comunidad

S

Acomparie al personal del proyecto Invite al personal del proyecto a Proporcione su opinién o retroali-
para discutir las opciones del disefio su reunién para que hagan una mentacién en linea respondiendo
de la red de transporte publico y presentacién sobre el Proyecto a nuestra encuesta sobre opciones
revisar las redes conceptuales que Red Next y una discusidn sobre las de transporte publico, aceptando
muestran cémo resultan las diferentes opciones de disefio del transporte el Reto de presupuesto de la Red
metas para el transporte de acuerdo a publico. Next, y evaluando los conceptos

los diferentes disefios de redes. de red.

Péngase en contacto con el Pro-
grama de extensién a la comuni-
dad, Community Outreach de VTA
para programar una reunion.

[=]

v 01 -
Cémo comunicarse con nosotros:

Para obtener méas informacién sobre el Proyecto Red Next, llame al Programa de Extensién
a la Comunidad de VTA al (408) 321-7575, TTY para los que tienen discapacidad auditiva al
(408) 321-2330. Usted puede visitarnos también en Internet en www.via.org/nextnetwork,
o enviarnos un correo electrénico a community.outreach@vta.org.

[m]1%
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Figure 50E — VTA NEXT Network Fact Sheet

Mang Tiép Theo Cuia VTA

Téng quan

VTA dang thiét k& lai mang lugi van chuyén nham t&i ba
muc tiéu:

1. K&t néi t6t hon mang Iudi van chuyén clia VTA véi cac
tram BART tuong lai tai Milpitas va Berryessa

2. Téng s6 luong hanh khéch trén toan bd hé théng
3. Giatdng ty |& thu hdi hép vé ctia VTA
Thiét ké lai nay s& ¢ hiéu luc ti mua hé ndm 2017.

Quén Santa Clara dang phét trién, cach thic di lai cta
ching ta dang thay d8i, va bay gi& 13 luc cBn xem xét lai
cdc muc tiéu cla chdng t6i cho véan chuyén cdng cdng.
Véi viéc thiét k& lai hé th8ng trong céc cdng trinh céi
thién két n&i BART, VTA dang ty hdi lam thé& nao ching
ta c6 thé t8i da hda co hdi ndy dé cung cép dich vu van
chuyén hitu ich hon, hiéu qua hon va dap (ng tét hon
nhu ciu cha Quén Santa Clara.

Lua chon giai phéap

Tinh th& khé khan ma Dy An Mang Tiép Theo phai dai
mit 13 chiing ta khdng di kha nang dé tao ra tét ca
nhiing thay d&i mong muén cho hé th&ng van chuyén
cta ching ta. Cu8i cling thi cling phai lva chon mét gidi

phép, du cho c6 khé khén. VTA nén Iua chon giita cac
muc tiéu ¢ hiéu qua nhu nhau khéng?

$6 Lugng Hanh khich hodc Khu Vu'c Réng ?

Mang luéi clia ching ta nén dugc thiét k& dé dat duoc
58 lugng hanh khach cao hodc dé cung cap dich vu cho
cang nhi&u khu vuc cang t6t? Sy cén béng giilta hai muc
tiéu nay |a gi? Néu s8 luong hanh khéch 1a muctiéu,
mang sé tdp trung dich vu thudng xuyén vao nhitng hanh
lang chinh béng chi phi dich vu cho nhitng khu vyc ¢é s8
lueng hanh khach thdp hon. N&u khu vuc phuc vu 13 muc
tidu, mang sé& vuon t&i duge nhidu nai hon, nhung tan
sudt it hon.

Dich vu gi& cao diém hay dich vu cd ngay?

Cé nén trién khai thém nhigu xe buyt vao thai gian di lam
buéi sang va budi t8i va it hon vao buéi trua hay trién khai
xe buyt d8u d3n c3 ngay?

Céc ngay lam viéc trong tudn hodc t&t cd cic ngay?

Cd4 nén trién khai thém nhigu xe buyt vao cic ngay lam
viéc trong tudn hon cac ngdy nghi cudi tudn hay cc
ngay nghi cudi tudn nén cé mic dd dich vu tuong ty nhu
cdc ngay lam viéc trong tuan? Tang dich vu cudi tusin cé
nghia |4 gidm dich vu cic ngay lam viéc trong tuan.

Thém nhiéu diém dirfng hoéc t6¢ d6 nhanh hon?

VTA nén phét trién thém céc dich vu nhanh ¢é khoédng
cach diing rong va di nhanh hon, nhung doi hdi di b
nhigu dé&n céc diém van chuyén hay cac |6 trinh nén ¢cé
khoéng céch gin gilta cac diém ding, t8¢ dé cham hon
va di bd ngan hon?

Tén suat dich vu hodc kéo dai gi& dich vu?

VTA nén hoat ddng vé&i th&i gian ngan hon véi tan sust
dich vu nhigu hon hay hoat déng nhiéu gi& hon véi tan
8 thap hon?

Tham gia

Ching ta s& tim hiéu v& nhiting cdu héi nay va nhigu

céu hdi khac théng qua quy trinh tham gia clia cdng
ddng vao mua hé ndm 2016. Ching téi s& y8u cau cdng
chdng dénh gia vé ba khai niém khéac nhau minh hoa
mang ludi clia ching ta s& nhu th& nao néu chiing ta
thiét k& tai cac diém khac biét vé s8 lugng hanh khach /
khu v vc dich vu cling nhu nhig&u van d& khéc lién quan
dé&n mé hinh dich vu cla ching téi.

(Tiép tuc & mit sau)
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Figure 50F — VTA NEXT Network Fact Sheet

Quy trinh dy an

Céc cudc hop cdng déng Bién soan Thao luan céng déng Tinh Loc K& hoach
Muoa hé nam 2016 Dau nam 2017 sau cung
Thang 4 nam
2017
Du' thao
Mang
Luéi

Tiép

Lo B ) [

Tao duw thdo Tinh chinh_
k& hoach mang au thdo ké
ttr phdn hoi cla hoach mang Ban Quan Tri
oéng ddng theo nhin théng qua ké
Thdo luén vé cac khai niém va cac bén Théo luan vé du phan hdi cua hoach sau ciing
va lwa chon chinh sdch ‘ lién quan ' thdo ké hoach mang ‘ cbng déng " vé mang lwéi

Co hdi Tham gia ctia Céng déng

=)

Tham gia cling cac can b du én thao M&i nhan vién dy an tham dy Cung cép théng tin phan hdi cta
ludn lya chon thiét k& mang [u&i van cudc hop ctia ban dé thuyét trinh ban tryc tuyén bang céch tham gia
t3i va xem xét khéi niém mang cho vé Du én Mang Tiép theo va thdo khéo sat Iua chon van chuyén clia
th8y cdc muc tiéu khac nhau cho két luén vé céc lya chon thiét k& van chiing t6i, 18y Ngan Sach Mang
qua van chuyén trong cic mang dugc chuyén. Lién hé Ban Tiép Ngoai Tiép theo, va danh gid cc khai
thiét k& khac nhau. Coéng Pdng VTA dé sép xép mot niém mang.

cudc hop.

[=]

@E] Cach thic lién hé véi ching t8i:

| DE bi&t thém thdng tin v& Dy dn Mang Tiép theo, xin vui long goi Ban Ti€p Ngoai Céng
Bdng VTA tai (408) 321-7575,(TTY) cho nhitng ngudi khiém thinh (408) 321-2330.
Ban cling c6 thé ghé thdm chiing t5i trén web tai www.vta.org/nextnetwork, hodc gii email
cho chiing t6i tai community.outreach@vta.org.

[=]1%%
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Figure 50G — VTA NEXT Network Fact Sheet
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Figure 50H — VTA NEXT Network Fact Sheet
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Figure 501 = VTA NEXT Network Fact Sheet

Ang Next Network ng VTA

Pangkalahatang Ideya
Muling ididisenyo ng VTA ang transit network nito upang matupad ang
tatlong layunin:

1. Mas mahusay na pagkonekta ng transit network ng VTA sa mga
hinaharap na istasyon ng BART sa Milpitas at Berryessa

2. Palakihin and paggamit ng Sistema.

3. Pagpapahusay sa farebox recovery rate ng VTA
Ang pag ididisenyo ng sistema ay mapapatupad sa Summer ng 2017.

Umuunlad ang Santa Clara County, nagbabago ang ating mga pattern
ng pagbibiyahe at panahon na upang muling isaalang-alang ang ating
mga layunin para sa pampublikong transit. Ang muling pagdidisenyo sa
sistemna ay upang pahusayin ang pagkakakonekta ng BART, tinatanong
ng VTA kung paano natin mama-maximize ang pagkakataong ito upang
magbigay ng serbisyong transportasyon na mas kapaki-pakinabang,
mas matipid at mas natutugunan ang mga pangangailangan ng Santa
Clara County.

Pagpili

Ang dilemma na hinaharap ng Next Network Project ay hindi
natin kayang isagawa ang lahat ng pagbabago na nais nating
gawin sa ating sistema ng transportasyon. Kailangang gawin ang
mga mahihirap na pagpipilian. Paano pipili ang VTA sa pagitan
ng mga pare-parechas na epektibong layunin?

Ridership o Coverage?

Dapat bang idisenyo ang ating network upang makamit ang mataas na
ridership o magbigay ng serbisyo sa maraming lugar hangga’t maaari?
Ano ba ang tamang balanse sa pagitan ng dalawang layuning ito? Kung
ang pagpapalaki ng ridership ang layunin, ang focus ng network ay sa da-
las ng serbisyo sa mga pangunahing corridor bilang kapalit ng serbisyo
sa mga lugar na may mababang ridership. Kung malawak na coverage
naman ang layunin, mas maraming mga lugar ang maaabot ng network,

ngunit mas magigiging madalang ang takbo ng serbisyo.

Peak na Serbisyo o Buong Araw na Serbisyo?

Dapat bang mag-deploy ng mas maraming bus sa umaga at sa gabi na
mga panahon ng mas maraming sumasakay at mas kaunting serbisyo sa
tanghali o dapat bang pantay-pantay ang ipinamamahagi ang mga bus

sa buong araw?

Lunes hanggang Biyernes lamang o Araw-Araw?

Dapat bang mas maraming bus ang i-deploy ng Lunes hanggang Bi-
yernes kaysa Sabado’t Linggo o dapat bang magkaroon ng parehas na
antas ng serbisyo ang mga Sabado't Linggo tulad ng sa weekdays? Ang
pagdagdag ng serbisyo ng Sabado’t Linggo ay nangangahulugan ng

mas kaunting serbisyo sa Lunes hanggang Biyernes.

Mas Maraming Paghinto o Mas Mabilis na serbisyo?
Dapat bang magdibelop ang VTA ng mas mabilis na uri ng mga
serbisyo na may mas malayong pagitan ng paghinto at mas
mabilis na pagbiyahe, ngunit nangangailangan ng mas malayong
paglalakad papunta sa mga hintuan ng transportasyon o dapat
bang magkaroon ng mas malapit na agwat ng hintuan ang mga

ruta, mas mabagal at mas kaunting paglalakad?

Mas Madalas na Serbisyo o Mga Mas Mahabang Oras
ng Serbisyo?
Dapat bang mag-operate ang VTA sa mas maikling oras at mas
madalas na serbisyo o mas mahabang oras at mas madalang na serbisyo?
Sumali Sa Usapan
Tatalakayin namin ang mga katanungang ito at iba pa sa pamamagitan ng
pa publikong pagpupulong sa Summer 2016. Hihilingin namin sa publiko
na timbangin ang tatlong magkaka-ibang konsepto ng network na nag-
papakita kung ano ang magiging itsura ng ating network kung ididisenyo
namin ito sa iba't ibang pananaw kasama ng ridership/lawak ng coverage
gayon rin ang iba pang mga katanungan na may kau gnayan sa aming
modelo ng serbisyo.

(pagpapatuloy sa likod)

77h

F-10 Tagalog (1 of 2)



Figure 50J — VTA NEXT Network Fact Sheet
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Community Outreach ng VTA sa (408) 321-7575, (TTY) para sa may kahirapan sa pandinig
(408) 321-2330. Maaari mo ring kaming bisitahin sa web sa www.vta.org/nextnetwork,

o mag-email sa amin sa community.outreach@vta.org
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Figure 50K — VTA NEXT Network Fact Sheet
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VITAL DOCUMENTS PLAN

January 24, 2013

A vital document (paper or electronic) conveys information that is critical for the recipient or customer to
access or obtain VTA services and/or benefits or it is required by law. The translation of vital documents
ensures full and fair participation in the transportation decision-making process to persons who have
limited English proficiency (LEP).

Department of Justice (DOJ) guidance states that “classification of a document as ‘vital’ depends upon
the importance of the program, information, encounter, or service involved, and the consequence to the
LEP person if the information in question is not provided accurately or in a timely manner. The
determination of what documents are considered “vital® is left to the discretion of individual components,
which are in the best position to evaluate their circumstances and services within their language access
planning materials.

Documents that may be considered ‘vital’ may include, but are not limited to, certain:

=  Administrative complaints, release, or waiver forms;

=  Claim or application forms;

» Public outreach or educational materials (including web-based material);

= Written notices of rights, denial, loss, or decreases in benefifs or services, parole, and other
hearings;

m  Forms or written material related to individual rights,

= Notices of community meetings or other case-related community outreach;

= Notices regarding the availability of language assistance services provided by the component at
no cost to LEP individuals;

= Certain consent orders, decrees, Memaoranda of Agreement, or other types of pleadings or

sl

litigation materials, within the discretion of the component.

Department of Justice guidance also recommends that discretion be used to identify and prioritize vital
documents or text to be translated. Agencies should ensure that translations are completed by qualified
translators.

VTA’s Vital Documents Plan was created in consultation with staff, BART, and the Community Based
Organizations’ Working Group.

VTA provides written franslations of “Tier 17 vital documents (see list below) for each eligible LEP
language group that constitutes 5% or 1,000, whichever is less, of the population of persons eligible to be
served or likely to be affected or encountered. Written translations of “Tier 2 vital documents will be
provided for those languages that meet the 5 langnage threshold in VTA’s service area; and “Tier 3” vital
documents will be translated upon request, in whole or in part. The language groups for translation are
identified using U.S. Census data, American Community Survey (ACS) data, County School District
data, Passenger and/or Community Surveys, and Language Line (translation service) usage reports.

! Department of Justice Language Access Plan: March 2012
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Vital documents include, but are not limited to the following:

Tier 1: Civil Rishts Documents

Tier 1 documents are translated into each eligible LEP language group that constitutes 5% or 1,000,
whichever is less, of the population of persons eligible to be served or hkely to be affected or encountered
in VTA’s service area.

Notice to Public: Title VI and Other Civil Rights Obligations
Title VI Complaint Form
Online Title VI Complaint Form
Notice advising LEP persons of free langnage assistance
ADA accessible document formats
Safety and Emergency Notices

1. Bus Bridges

2. Re-routes Due to Emergencics

3. Safety and Security Awareness Program

Tier 2: Ser_vice to Our Beneficiaries

Tier 2 documents are translated into each eligible LEP language that meets the 5 language threshold of
the population of persons cligible to be served or likely to be affected or encountered in VTA’s service
area.

Limited English Proficient (LEP) Plan
Applications to participate in programs, benefits, and services
1. Paratransit Services

2. RTC Card
e Instructional or informational ridership brochures
1. Take One

2. Clipper Card
3. Traveling Tips
4, Moability Options Program
5. Securement Requirements for Mobility Devices
Bus and Route Schedules
Notices of Service or Fare Changes
Notices of Service Disruptions
1. Platform Retrofits
2. Bus Bridges
3. Re-routes Due to Events
e Noiices of Denials, Losses, or Decreases in Benefits
1. Right of Way Relocatlons
e Public Qutreach
1. Meeting Notices
2. Community Outreach Documents
3. Documents that require Public Comment/Public Hearings
4. Customer Comment Card (Blue Card)
5. Public Participation Notices and Minutes
Service and Construction Notices
VTA’s BART Silicon Valley Berryessa Extension Project (SVBX) Documents
Project Fact Sheets
Promotional Events
Documents designed to help raise awareness about available programs and services to ensure
equal access

G-3



Tier 3: Large. Technical Docuiments
Tier 3 documents are translated upon request, in whole or in part,

Environmental Documents
Construction Documents

Congestion Management Documents
Planning Documents '
SVBX Documents

o & & & »

Safe Harbor Provision: :

“A ‘safe harbor’ for recipients regarding translation of written materials for LEP populations. The Safe
Harbor Provision stipulates that, if a recipient provides written translation of vital documents for each
eligible LEP language group that constitutes five percent (5%) or 1,000, whichever is less, of the total
population of persons eligible to be served or likely to be affected or encountered, then such action will be
considered strong evidence of compliance with the recipient’s written translation obligations.”

VTA’s Top 5 Languages Compiled from US Census Burean, 2006-2010 American Community Survey:
1. Spanish: 142,919
2. Vietnamese: 64,408
3. Chinese: 58,771
4. Tagalog: 18221
5. Korean: 12,050
Language Category: Persons over the age of 5 years who speak English “less than very well.”

>FTA Circular 4702.1B: QOctober 1,2012.
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Updated in 2020

Table 1: Language Line Data — Calendar Year 2019

Average Length

Language Number of Calls (%) % of Minutes (Minutes)
1 Spanish 43.45% 35.38% 8.1
2 Viethamese 23.45% 25.74% 10.6
3 Mandarin 19.64% 21.58% 10.6
4 Russian 6.36% 7.17% 10.1
5 Farsi 2.05% 3.62% 17.4
(5] Punjabi 1.10% 1.77% 13.1
7 Cantonese 1.10% 1.26% 11.7
8 Hindi 0.71% 0.62% 9.0
9 Korean 0.49% 0.60% 14.4
Urdu 0.11% 0.48% 37.3
Japanese 0.28% 0.46% 13.3
Tagalog 0.32% 0.42% 13.3
Arabic 0.28% 0.23% 10.5
Portuguese 0.04% 0.11% 31.0
French 0.11% 0.10% 8.3
Gujarati 0.07% 0.10% 14.0
Telugu 0.07% 0.07% 10.5
Croatian 0.07% 0.05% 7.0
Haitian Creole 0.04% 0.04% 12.0
Ambharic 0.04% 0.04% 10.0
Bengali 0.04% 0.03% 9.0
Tamil 0.04% 0.03% 9.0
Swabhili 0.04% 0.03% 9.0
Samoan 0.04% 0.02% 5.0
Burmese 0.04% 0.02% 5.0
Tigrinya 0.04% 0.01% 4.0
Toishanese 0.04% 0.01% 3.0

Source: VTA Language Line Data, Calendar Year 2019



pizano_h
Highlight


Updated in 2020

Table 2: Language Line Data — Calendar Year 2018

Average Length

Language Number of Calls (%) % of Minutes (Minutes)

1 Spanish 46.28% 43.45% 9.8
2 Vietnamese 27.23% 28.87% 11.2
3 Mandarin 15.70% 15.35% 10.3
4 Russian 4.59% 5.58% 13.2
5 Farsi 2.46% 3.10% 14.6
6 Cantonese 1.14% 1.28% 10.6
7 Korean 0.90% 0.85% 9.7
8 Hindi 0.47% 0.56% 135
9 Punjabi 0.40% 0.31% 7.9

Tagalog 0.20% 0.20% 11.1

Arabic 0.18% 0.17% 8.3

Tigrinya 0.11% 0.10% 9.0
13 Japanese 0.04% 0.01% 35
14 Cambodian 0.04% 0.02% 5.0
15 Lingala 0.04% 0.01% 2.5
16 French 0.02% 0.01% 5.0
17 Toishanese 0.02% 0.02% 8.0
18 Amharic 0.04% 0.02% 5.5
19 Shanghainese 0.02% 0.01% 7.0
20 Somali 0.02% 0.02% 10.0
21 Greek 0.02% 0.01% 5.0
22 | Visayan 0.02% 0.01% 6.0
23 Thai 0.02% 0.03% 16.0

Source: VTA Language Line Data, Calendar Year 2018
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Table 4. Population of Individuals who are LEP in VTA Service Area
(Language Spoken at Home by Ability to Speak English for the Population 5 Years and Over)

Margin of Percent of
Language # Persons E Total
rror :
Population
Total: 1,822,697 Fkkokk -

\ Speak only English 856,183 +14,213 46.97%

' Do Not Only Speak English 966,514 ok 53.03%

\ Speak English "very well" and another language it R3] ok 33.72%

' LEP (Speak English less than "very well") 351,988 ok 19.31%

\ Spanish or Spanish Creole: 320,676 +9,575 17.59%

\ Speak English "very well" 206,319 18,103 11.32%

\ Speak English less than "very well" 114,357 +7,670 6.27%

' Chinese (incl. Mandarin, Cantonese):: 170,758 +8,477 9.37%

\ Speak English "very well" 94,109 15,143 5.16%

\ Speak English less than "very well" 76,649 5,491 4.21%

| Vietnamese: 117,542 +7,557 6.45%

\ Speak English "very well" 44,806 +3,989 2.46%

\ Speak English less than "very well" 72,736 +4,926 3.99%

\ Tagalog (incl. Filipino): 49,498 5,534 2.72%

\ Speak English "very well" 32,665 +4,163 1.79%

\ Speak English less than "very well" 16,833 +2,899 0.92%

" Hindi: 42,317 15,293 2.32%

\ Speak English "very well" 37,187 +4,954 2.04%

\ Speak English less than "very well" 5,130 +1,768 0.28%

 Tamil: 25,778 14,251 1.41%

\ Speak English "very well" 23,331 +3,808 1.28%

\ Speak English less than "very well" 2,447 +952 0.13%

~ Korean: 25,413 +3,208 1.39%

\ Speak English "very well" 15,486 +2,442 0.85%

\ Speak English less than "very well" 9,927 +1,743 0.54%

. Telugu: 20,356 14,133 1.12%

. Speak English "very well" 17,059 +3,492 0.94%
Speak English less than "very well" 3,297 +1,311 0.18%
Persian: 15,730 13,316 0.86%
Speak English "very well" 11,026 12,756 0.60%
Speak English less than "very well" 4,704 11,266 0.26%

Russian: 13,997 +2,648 0.77%
Speak English "very well" 7,714 +1,787 0.42%
Speak English less than "very well" 6,283 +1,711 0.34%

| Japanese: 12,666 +2,600 0.69%

 Speak English "very well" 6,170 +1,441 0.34%

 Speak English less than "very well" 6,496 +1,653 0.36%

S

ource: US Census Bureau, 2014-2018 American Community Survey
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Updated in 2020

Table 4: Population of Individuals who are LEP in VTA Service Area (continued)
(Language Spoken at Home by Ability to Speak English for the Population 5 Years and Over)

Margin of Percent of Total

Language # Persons )
Error Population
Punjabi: 10,741 13,404 0.59%
Speak English "very well" 5,572 +1,487 0.31%
Speak English less than "very well" 5,169 +2,759 0.28%
French (incl. Patois, Cajun): 10,626 +2,136 0.58%
Speak English "very well" 9,126 +1,849 0.50%
Speak English less than "very well" 1,500 +583 0.08%
Gujarati: 10,066 12,745 0.55%
Speak English "very well" 8,159 +2,388 0.45%
Speak English less than "very well" 1,907 +1,195 0.10%
Portuguese: 8,973 +2,438 0.49%
Speak English "very well" 6,636 +1,785 0.36%
Speak English less than "very well" 2,337 +877 0.13%
Urdu: 5,477 2,468 0.30%
Speak English "very well" 4,453 +2,058 0.24%
Speak English less than "very well" 1,024 +664 0.06%
Bengali: 5,254 +1,560 0.29%
Speak English "very well" 4,158 +1,403 0.23%
Speak English less than "very well" 1,096 +630 0.06%

Source: US Census Bureau, 2014-2018 American Community Survey


pizano_h
Highlight
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Appendix | — VTA Language Assistant Card

Ya Language g
Assistance G (R S Tiéng Viét

Portugués
Espafiol a3

Al Hrvotski

VTA Customer Service Francais  4magall  ghol

(408)321-2300
‘ ¥ {800) 894-9908
TTY (408)321-2330 Deutsch 3
Tagalog )
Monday - Friday: 6:00 am - 7:00 pm
Saturday: 7:30 am - 4:00 pm 4R m Srpski

@ www.via.org Afsoomaali SRgrhaz

mrm‘ig: Pyccrun

(front) (back)
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Updatedin 2020 APPENDIX | - LEP Efforts by Project per Year

Provided for/at

Materials Provided to LEP Community -
eetings

~ 2017~
PROJECT NAME

PowerPoint
Presentation
Flyer
Website/
microsite
Notice/
Postcard
Social Media
Post(s)
TakeOne
Print Ads
VTA Property
Ads
TV/Radio Ads
Other
Language
Interpreters
Posters
Printed
Materials

BART Phase | - Berryessa Extension

BART Phase Il - Environmental Document

x | < |<] Fact Sheet

BART Phase | - BART Energization

Story-Keyes Complete Streets Corridor Study (Rnd 2
Public Engagement)

x
x
x

BART Phase | - Parking Survey X X

Rail Rehab

Santa Clara Pedestrian Undercrossing (ribbon cutting) X X X X

x

237 Express Lanes

Next Network

US 101 Zanker

1-680 Soundwalls

State Route (SR) 85 Guideway Study

X | X | X|X

1-280/Wolfe Rd. Interchange Improvement

Bascom Corridor Complete Streets Study (Rnd 1 Public
Engagement)

Tasman Corridor Complete Streets Study (Rnd 1 Public
Engagement)

Senior Outreah Program - Mobility Options Presentations X

Daycation

Eastridge to BART Regional Connector

Cottle Station Transit Oriented Development

Curtner Staton Transit Oriented Development

Light Rail Enhancement

Ohlone Chenoweth Transit Oriented Development

XX X[X]|XxX]|X

SR 152

x
x
X[ X[ X|X]|X
x
x

Tamien Station Restricted Parking Notice X

Fare Increase Plan X X X X X

CWC Publication Strategy
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Updated in 2020

APPENDIX | - LEP Efforts

by Project per Year (Continued)

Materials Provided to LEP Community Pro:;:::ji::;/ ci:
~ 2018 - s ‘E S 2 % () 2 %)
PROJECT NAME £1e5| s |28(2E(3g 8| ¢ 2|2 |38 8|28
5 (3| £ |88|88|s8| £ | E| & |38 |25 8|58
il o 9 S E(Za = [ & < 82 a L
a g 3 E £
BART Phase Il (Benefits Fact Sheet) X
BART Phase Il (Project Overview Fact Sheet) X
BART Phase Il (Tunneling Fact Sheet) X
BART Phase Il (Downtown Fact Sheet) X X
BART Phase Il (Santa Clara Station Fact Sheet) X X
BART Phase Il (Diridon Station Fact Sheet) X X
BART Phase Il (28th St/LP Fact Sheet) X X
BART Phase Il (TOD Fact Sheet) X X
BART Phase Il Real Estate Relocation Plan X X X
BART Phase Il Newhall Yard X
Rail Rehab Program X
237 Express Lanes X
Mathilda Ave Improvements Proj
US 101 Zanker
Bascom Complete Streets Study (Rnd 2 Public X X
Engagement)
Tasman Complete Streets Study (Rnd 2 Public Engagement) X X
SR87 Technology Corridor Study X (Survey)
BART Phase Il Field Data X
Senior Outreach Program - Mobility Options Presentation X X
?J,ﬁ:m :itlelei;a;iso?n'rzrgf;it Oriented Development X X X X X X X X
Curtner Station Transit Oriented Development X X X X X X
Eastridge to BART Regional Connector Fact Sheet Update X
Eastridge to BART Regional Connector SEIR Meetings (2) X X X X X X X
Light Rail Speed and Safety X
Milpitas Station Transit Oriented Development X X X X X X X
Ohlone Chenoweth TOD Fact Sheet X
Tamien Station TOD Madre a Madre Presentation X X
Summer Youth Pass X X
Clipper Service Campaign X X
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Updated in 2020

APPENDIX | - LEP Efforts by Project per Year (Continued)

Materials provided to LEP community Pro:;:z:ii:::/at
~2019~
£ 32yl 2| 25 ¢ (33
PROJECT NAME s 2| 8 |58|S88|2%| 2| £ B38| & |23
§*§-§§§.§£§ao§ge'§g
a [72) -_—
BART Phase Il Community Meeting X X X X X X X
BART Phase Il TOC Study X X X
BART Phase Il Historic Building Surveys X X
BART Phase | Parking Milpitas & Berryessa Transit Centers X X
BART Phase | Website X
BART Phase Il Website X
BART Phase Il Geotechnical Field Work X
SV Express Lanes - SR237 Phase 2
SV Express Lanes - 85/101 Phase 3 X
2019 New Transit Servce Plan X X X X X X X X X X X
BART Phase | FAQs X
BART Phase Il Value Capture X
Montague Pedestrian Overcrossing X X
Rail Rehab Program X
Mathilda Ave Improvements Project X X
Morgan Hill Community-Based Trasnportation Plan X X X X X
BOD Meetings X X
New Transit Service Plan X X
Proposed Budget Meetings X X
Service Changes X X
Senior Outreach Program - Mobility Options Presentaitons X
Daycation
Blossom Hill Station Transit Oriented Development X X X X X
Ezfitéiedge to BART Regional Connector - Construction X X X X
Eastridge to BART Regional Connector - Fact Sheet Update X X
Santa Clara Station Transit Oriented Development X X X X X X X
SR 25 Fact Sheet
Tamien Station Access Study X X X X X X X X
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Updated in 2020

APPENDIX | - LEP Efforts by Project per Year (Continued)

~ 2020* ~
PROJECT NAME

Materials provided to LEP community

Provided for/at

Meetings

Fact Sheet

PowerPoint
Presentation

Flyer

Website/

microsite

Notice/
Postcard

Social Media

Post(s)

TakeOne

Survey

Other

Language
Interpreters

Posters

Printed

Materials

SR 237-Calaveras Blvd. Near Term Improvements

SV Express Lanes - US101/SR85 Phase 3

SV Express Lanes - US101/SR85 Phase 4

SV Express Lanes - US101/880/237 Phase 5

1-280/Foothill Expressway Ramp Improvements

1-280/Winchester Boulevard Interchange Improvement

SR 237 Middlefield Rd interchange improvement

1-880/Stevens Creek Interchange Landscaping Project

SR 17 Corridor Congestion Relief

Bus Stop Improvements

Curtner Station

Cerone

Berryessa

Gilroy

Branham

Capitol

Montague Pedestrian Overcrossing

Meridian Ave Bridge Inspection

Steven's Creek corridor study

Central Bikeway Study

US 101/Blossom Hill Road Interchange Improvement

1-280 Wolfe Road Interchange Improvement

US 101/De La Cruz Blvd/Trimble Road Interchange

xX | X | X |[Xx

SR 152 Trade Corridor

US 101/SR 25 Interchange Improvement - Phase 1

x

2021 Transit Service Plan

SR-85 Guideway Study

Eastridge to BART Regional Connector Project (Kathleen
Podrasky)

Rail Replacement & Rehabilitation Program (Phase 7)

TPSS Replacement Program (Phase 3)

Noise Reduction Program on SR 85 (Phase 2)

Mathilda Avenue Improvements at SR 237 and US 101

Double Lane Southbound US 101 Off-Ramp to Southbound SR
87

101 Story Rd ramp metering (included in the 87 Double Lane
contract)

US 101/Zanker Rd/Skyport Dr/N 4th St Interchange

1-680 Soundwalls

US 101 SB/San Antonio/Charleston/Rengstorff

1-280 Soundwalls (SR 17 near Los Gatos Creek)

Mathilda A Impr Land

Tamien Station TOD Access Study

Blossom Hill Station TOD

Santa Clara Transit (Caltrain -not BART)

BART Phase Il Small Business Survey

BART Phase Il Historic Building Surveys

BART Phase Il Geotechnical Field Work

BART Phase Il Access & Service Needs Survey

BART Phase | Youth Art Contest

BART Phase | Engergization Reminder

BART Phase | Noise, Vibration, and Environmental

COVID-19 Campaign

Reopening Campaign

Senior Outreach Program - Mobility Options Presentations

*To Sent. 1. 2020

[-10
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Appendix | — Fact Sheets and Advertising for
Sample Projects

Fact Sheets

Per VTA’s Title VI policy, all project Fact Sheets are translated into the five languages most common
languages in Santa Clara County:

e Spanish
e Vietnamese
e Chinese
e Korean
e Tagalog

Translations/Interpretation Examples by Project

Eastridge to BART Regional Connector

In 2018 the Second Supplemental Environmental Impact Report was being updated, and VTA hosted two
community meetings in June and October. In addition to a mailer that was provided in multiple
languages sent in the targeted area, translated notices were placed in local ethnic newspapers to reach
the Spanish, Vietnamese, Chinese, and Filipino communities. This is standard, with few exceptions, for
VTA Capitol Project campaigns Environmental Phase(s). Additionally, the notice was posted on VTA’s
website, sent via social media, partner posts, Next door, etc. The main points are the translations and
ethnic newspapers.

The VTA-hosted community meetings employed Spanish and Vietnamese simultaneous interpretation.

Subsequent community group/neighborhood association meetings have included Spanish
interpretation. No other languages have been requested or required to date.

The language line is used frequently on this project, most recently in September 2020 to connect with a
Vietnamese business stakeholder. The language line is a phone in, third party interpreter that VTA staff
can utilize in the field, or on phone calls in the office. The same language line is used by VTA Customer
Service.

In 2020 a Stakeholder Working Group (SWG) was created. Each SWG member represents the unique
constituencies of the project area. This group will provide another level of assurance that outreach
reaches the LEP community of the project area.

Alum Rock-Santa Clara Bus Rapid Transit

Following the FTA guideline for translations, five percent or 1000 of the targeted population, the Alum
Rock-Santa Clara Bus Rapid Transit (AR-SC BRT) project area translated newsletters and construction
advisories in Spanish, Vietnamese, Chinese and Tagalog. Upon request and recognizing the need, we

1-11
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included Portuguese, and Cambodian translations, although the populations themselves were under five
percent and under 1000 of the targeted population.

Transit Oriented Development (TOD)
Tamien Station TOD — (2018) All-Spanish presentation was given to the Madre e Madre group to
communicate more about the future development and affordable housing opportunities.

2019 and 2020 Tamien Station Access Study included pop-up events at the Tamien Transit Center, local
farmers market, and in front of a Spanish grocery store. The events included at least one Spanish
speaking staff member. All material, and the surveys for each event, were available in Spanish and
Viethamese.
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Updated in 2020

FACT SHEET : Transit

Eastridge to BART Regional Connector — Capitol Expressway

Light Rail Project

Overview

This project will extend light rail on Capitol Expressway
from the Alum Rock Station to the Eastridge Transit
Center, providing a regional connection to BART. The
light rail tracks will be on an elevated guideway with
grade separations at Capitol Avenue, Story Road, Ocala
Avenue, Cunningham Avenue, and Tully Road. The
Eastridge extension will include a light rail station at Story
Road that is elevated and accessed by a pedestrian over-
crossing and an Eastridge station at-grade next to the
Eastridge Transit Center.

Background

The Eastridge to BART Regional Connector Project is part
of the larger Capitol Expressway Transit Improvement
Project that transforms Capitol Expressway into a multi-
modal boulevard offering bus rapid transit (BRT), light rail
transit, and safe connections to the regional transit sys-
tem. VTA first addressed pedestrian access and improved
safety measures along the expressway between Quimby
Road and Capitol Avenue. This was completed in fall
2012 and included new sidewalks, pedestrian and street
lighting, and a landscaping buffer. This was followed by
the reconstruction of the Eastridge Transit Center which
was completed in 2015. The final portion will extend light
rail from the existing Alum Rock Light Rail Station to the
Eastridge Transit Center.

Project Status:

In June 2016 VTA Board of Directors approved
funding to complete design, acquire right of way
and relocate utilities.

Project Funding Partners

Valley 5 A2
Transportation Q) m
Authority

Valley
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Authority
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Solutions that move you

Project Schedule:

Environmental Certification ...........ccccoeeeeenee. Summer 2019

Final DeSIgN ..eceevvcuieieee e Spring 2020

Right of Way Acquisition ........cccccoceviiieennee. Complete Fall 2020

Utility Relocation .......ceeeeveviiiiiciiiieieeeeeeeeee Begin Spring 2020 through Late Fall 2020
CoNStrUCHION .oeeeiiiee e Begin Late Fall 2020 through Late Fall 2024

Project Cost
$453 million for design, right of way, utilities and construction. Funding is allocated from the following sources:
2000 MeaSsUre A .......cceeeeeeeeeeienieneesee e $314M

How to Reach Us

If you have any questions about the Eastridge to BART Regional Connector Project, please visit
www.vta.org/eastridgetobart, or contact VTA’s Community Outreach Department at (408) 321-7575, TTY for
the hearing-impaired (408) 321-2330. You may also visit us on the web at www.vta.org, or e-mail us at
community.outreach@vta.org.
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To Thong tin: Giao théng
Duw an buo'ng Xe dién

Capitol Expressway Két ndi Khu vu'c
Eastridge t&'i BART

Téng Quan o

Du éq nay sé mé rong tuyén dudng xe dién trén Qudng [l Alum Rock Station (existing)
cao toc Capitol Expressway tir Tram Alum Rock dén Trung
tam Giao théng Eastridge, tao nén su két néi khu vurc véi
BART. Cac dudng sat cao téc sé nam trén mot dudng
dan trén cao véi cac 16p tach biét tai Capitol Avenue, ¥ ":%\
Story Road, Ocala Avenue, Cunningham Avenue, va Tully N P %
Road. Phan mé& réng cla Eastridge s& bao gébm tram xe =

dién & Story Road & trén cao va cé thé ti€p can bang cau .,Story Station
vuot danh cho ngudi di bd va tram Eastridge gan Trung
tam Giao thong Eastridge. B 2%,

S

B6i canh

Du &n Két néi Khu vurc Eastridge t&i BART 14 mot phan
cla Dy an Cai tién Pudng cao t6¢c Capitol Expressway 16n
hon, chuyén Capitol Expresway thanh dai 16 da phuong
thirc, cung cép dich vu giao théng xe buyt nhanh (BRT), xe
dién va két ndi an toan véi hé théng giao thong khu vurc.
VTA truéce tién da giai quyét viéc ti€p can cua ngudi di bo
va cac bién phap an toan dugc cai thién doc theo duwaong
cao téc gitra Quimby Road va Capitol Avenue. Viéc nay da W laton Location with
duoc hoan tat vao mua thu nam 2012 va bao 96m cavia @  Station Location without
hé m&i, phan dudng cho ngudi di bd va dén dudng, va Paricand-Ride

mot phan dém canh quan. Viéc nay dugc thuc hién sau <

Legend

I m 1 Aerial Alignment

0 1,000 2,000
e e —
Feet

viéc xay dung lai Trung tam Giao théng Eastridge, hoan
thanh vao nam 2015. Phan cudi cung sé maé rong tuyén
dudng xe dién tir Tram Xe dién Alum Rock hién co t&i

Trung tam Giao théng Eastridge. /\

Tinh trang cua duv an:

Thang 6 nam 2016, Ban Giam déc VTA da phé duyét kinh
phi d& hoan thanh thiét ké, mua mat bang va di chuyén céc tién ich.

\Eastridge
- Station

\{‘\\\

Tiép tuc

Céc Déi Tac Tai Tro’ Cho Du’ An

Valley S ";% REGIONAL
Transportation o I MEASURE
3

Authority
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Tién Do Du An:

Chilrng nhan moi trudonNg «vevvvvveevenvnnn.n. He 2019

Ban thi€t k& cuBi CUNG «.vvvvevineeeennnnnn.. Xuén 2020

Gidi phong Mat baANG «..vvvvveenneeineenns. Hoan thanh vao Thu 2020

Di dOi tENICh .vveeieeieiieiiei e B&t ddu tir Xuan 2020 dén Cudi Thu 2020

D Ve (1 0o Bat dau tir Cudi Thu 2020 t&i Cudi Thu 2024

Chi Phi Du’ An

453 triéu USD duoc sir dung vao thiét k&, gidi phdng mét bang, tién ich va xay dung. Kinh phi dugc phan bé tir cac
nguén sau:

2000 Bién phap Ao 314 triéu USD
Bién phap khuvuc 3 ..covviviiiiiiiiienn.n. 130 triéu USD
SB-T it 9 triéu USD

Lam thé nao dé lién lac v&i ching toi
Néu ban cé bat ky cau héi nao vé du an Két ndi Eastridge t&i BART, vui dng truy cap www.vta.org/eastridgetobart hodc

lién lac v6i Ban Tiép can Cong dong cua VTA theo s6 (408) 321-7575, TTY cho ngudi khiém thinh (408) 321-2330. Ban
cling c6 thé ghé tham trang web www.vta.org, hoac e-mail cho chung téi tai community.outreach@vta.org.

I-16




Valley
Transportation
Authority

Solutions that move you

J|ExE A pE

. O L=

Eastridge oA BART X[ 7{4lE{
Capitol Expressway S8H T 2ME

7"3 P“%
O] = Z X E of M= Capitol Expressway 42| & oot
MHEE Alum Rock 230{| A Eastridge L& ME{7}
K| @d%t5t04 BART/HX| Q4AH| 2| =2 gfLct o] 4
MZ MZ = Capitol Avenue, Story Road, Ocala
Avenue, Cunningham Avenue 2! Tully Roadof|

. Alum Rock Station (existing)

M 2% mAFAL 17+ 7Ho|= 2 ofof £ 0| HL| %,
C}. Eastridge 2% T2 M E0f= Story Road ol | N
Halixio| €1 MIZ0| 7t 7o AXMA N} .,Story Station
Eastridge &4 IS ME| %49| X|4 Eastridge & &7 e

o| &=L} P .

Hi

Eastridge 0 BART X[ 7{4HE{ ZEME=
Capitol Expressway £ 7HdZitHA (BRT), 4
MM A x| n8 HAZQ| otHEt dZEE B
Ste CYst ngs+H T2 2 HZA|Z|E= Capitol

Expressway 1 & 7HM Z2MEO| FQ AUREE Legend

LIC VTIA = E-x M2 sidstn Capitol g Station Location with
Expressway 4 2| Quimby Road 2} Capitol ® aton Lot withot
Avenue TF7+o| ot™ = X|E THMSHI&LICH O|A P e

I m 1 Aerial Alignment

0 1,000 2,000
e e —
Feet

Xt A 72So vtz 22 2SS0 AU

22012 720 2EECH MER EX, & \<
&LICH O] 2015'A0]| Eastridge B4 18 AE]

= \Eastridge
- Station

\{‘\\\

& Alum Rock Z71&2{0{| M Eastridge & &
MIE{7 K| 4% gLt

Z2ME 315k

N
e
»
N
»
1o
3
S
>
fob
rir

%
N
o
HU
oM
0%
+40
x
H
o
HL
pls
=0

m
L]
m
lo

i

Z2HE /|5 22l ifEL]

O gmd.
Transportation o i MEASURE
Authority 3

[-17

EBRC-CELR-050619-KOR




Valley
Transportation
Authority

Solutions that move you

=2dE AH

BERAS 2019 4 048

I AEA 2020 A =

SHSEHES 2020 A 7t &2

SESIE RHEIX] ... 2020 ' 0o A[EFSt0o{ 2020 H 7t2 FEE &=
BA 2020 FF 7t2 A|2l5042024 A FHX| 2t =

MA|, s MH, FECIE|l L SAtol| CHal 421 57 34BH=E. of2 RiZ ol B!
2000 42t A (2000 Measure A) . . . . . 3 1 48ptE

Regional Measure 3 . .. .......... 19 3Bt =

SB-1. . . guint=E

oie} Hi

Eastridge §E4 BART x| H4E{ Z2MEof Cigt 22 0| U2 Al www.vta.org/eastridgetobart
EYEStAIZLE VTA 2| 77 LIE| OFR E|X| F A0l (408) 321-75752, HZ YOIE et TTYE

(408) 321-2330 2 Q4=2FF A|7| HFEILICEH www.vta.org & & E St A|7HLE community.outreach@vta.org
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Appendix | - 2019 New Transit Service Plan
Translated Document Samples

Dates: October to December 2019

Description: Multimedia campaign promoting VTA's new service changes that took place in December
2019.

Translated items: Carcards and Print ads translated into Spanish, Vietnamese, Korean, and Chinese,
copy translated and used in TVM posters, bus stop signs, and other printed materials

Collateral shown below: Carcard, print ads, and bus stop notices (informational and closure notice).

RIDERS NOTICE AVISO PARA LOS PASAJEROS

VTA’s New Service El nuevo servicio de VTA
Arriving December 28, 2019 Se iniciara el 28 de diciembre de 2019

Puede ser que haya cambios
en su linea actual.

SERVICIO MAS FRECUENTE
15 minutos o menos = menos tiempo de espera

CONEXIONES MAS UTILES

Su destino estara mas cerca del transporte publico

Your current route may be changing.
MORE FREQUENT SERVICE

15 minutes or less = Less time waiting

MORE USEFUL CONNECTIONS

Your destination is closer to transit

MORE OPTIONS MAS OPCIONES
Soon you can take VTA to connect to BART Pronto podré tomar el servicio de VTA para conectarse a
at Milpitas or Berryessa BART en Milpitas o en Berryessa

wn REMOVAL DATE 2/28/20 newservice.vta.org * (408) 321-2300 * TTY (408) 321-2330

Valley
Transportation
Authority
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RIDERS NOTICE

VTA’s New Service

Arriving December 28, 2019
Your current route may be changing.
MORE FREQUENT SERVICE

15 minutes or less = Less time waiting

MORE USEFUL CONNECTIONS

Your destination is closer to transit

MORE OPTIONS

Soon you can take VTA to connect to BART at Milpitas or Berryessa

AVISO PARA

LOS PASAJEROS

El nuevo servicio de VTA

Se iniciara el 28 de diciembre de 2019
Puede ser que haya cambios en su linea actual.

SERVICIO MAS FRECUENTE
15 minutos o menos = menos tiempo de espera

CONEXIONES MAS UTILES
Su destino estara més cerca del transporte publico

MAS OPCIONES

Pronto podra tomar el servicio de VTA para conectarse
a BART en Milpitas o en Berryessa

For more i i b

. Valley
newservice.vta.org ROGO YATranspor_tation
(408) 321-2300 TTY (408) 321-2330 Authority

Solutions that move you

1910-1978

fELAS
VTA FTHRFS

H 2019 &£ 12528Hi#2
ERIRIRTIEEISE & E)
ARFEYEZTIEIN
15 LT = {ZEEREIRD

ERINRE 5B
BER A S E
EEFS

RARGRISRIE VTA HifE Milpitas =X Berryessa B BART Eaiify

THONG BAO CHO NGU Ol I XE
Dich vu méi ciia VTA

Sé c6 hiéu luc ngay 28 thang 12 nam 2019

Tuyén dudng hién tai ciia ban c6 thé thay déi.
DICH VU THUONG XUYEN HON
15 phit hodc it hon = thoi gian cho doi it hon
CAC KET NOI HU'U DUNG HON
Diém dén cia ban gdn giao théng céng céng hon

CACLUA CHON KHAC
Ban sém c6 thé st dung VTA dé két néi véi BART tai Milpitas hodic Berryessa

\

Solutions that move you

FRENE/DE biét thém théng tin:
newservice.vta.org nOEQO
(408) 321-2300 TTY (408) 321-2330

Valley
Transportation
Authority
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Dich Vu Hoan Toan Mé&i cua VTA

Xe Dién VTA

Xe Dién hién sé co ba 10 trinh riéng biét, dugc danh s6
theo mau sac, va 10 trinh Da Cam m&i sé dé dang két ndi
Khu Trung Tam Thanh Phé Mountain View, t&i Milpitas
Transit Center. Trong cac gio cao diém vao ngay thuong
trong tuan, xe sé chay 15 phut mét [an va céc gior cao
diém cudi tuan sé co xe chay 20 phat mét lan.

Lo trinh Da Cam — Alum Rock dén Mountain View

® NGi chuyén tai Baypointe cho L6 trinh Xanh Duong
® NGi chuyén tai Champion, Lick Mill, Great America hodc
Old Ironsides cho L6 trinh Xanh L& Cay
L6 trinh Xanh Dwo'ng — Santa Teresa dén Baypointe

Lo trinh Xanh L& Cay — Winchester dén Old Ironsides

Cac thay déi khac vé Xe Dién

® Doan xe dién tir Ohlone/Chynoweth dén Oakridge sé&
ngtrng hoat dong va hién sé cé xe L trinh 64a phuc vu

® Tram | 880/Milpitas dugc dSi tén thanh tram Alder

Montague Station dugrc d6i tén thanh Milpitas Station

® ¢ trinh xe buyt 60 m&i sé phuc vu SJC, Valley
Fair/Santana Row, Khu Trung Tam Thanh Phé Camp-
bell va Milpitas Transit Center.

® Chi cé cac hanh khach 1én xe tir SIC m¢i dugc di xe
chay 16 trinh 60 mién phi.

Mang Luéi Xe Chay Thu'o'ng
Xuyén

Mang Lugi Xe Chay Thudng Xuyén cua VTA sé van hanh
15 phut mét [an hodc nhanh hon vao cac ngay thudng
trong tuan tir 6:30 sang dén 6:30 chigu va 15 dén 30 phut
mét [an vao cac ngay cudi tuan.

Lo trinh T6c Hanh 500 - Diridon Station dén Santa Clara/6th

Lo trinh T6c Hanh 522 - Palo Alto Transit Center dén
Eastridge Transit Center

L& trinh Téc Hanh 523 - Lockheed Martin Transit Center dén
Berryessa Transit Center

L6 trinh 22 - Palo Alto Transit Center dén Eastridge Transit
Center

L6 trinh 23 -De Anza College dén Alum Rock Transit Center
L6 trinh 25 -De Anza College dén Alum Rock Transit Center

L6 trinh 26 — West Valley College dén Eastridge Transit
Center

Lo trinh 57 - Old Ironsides Station dén West Valley College

Lo trinh 60 — Milpitas Transit Center dén Winchester
Transit Center

Valley
Transportation
Authority

L6 trinh 61 - Good Samaritan Hospital dén Sierra &
Piedmont (qua King/Mabury)

Lo trinh 64 — Almaden & Crown dén Mckee & White

Lo trinh 66 — Kaiser San Jose dén Milpitas/
Dixon Road

Lo trinh 68 — Gilroy Transit Center dén San Jose
Diridon Station

Lo trinh 70 - Eastridge Transit Center dén Milpitas
Transit Center

Lé trinh 72 - Senter & Monterey dén Khu Trung Tam
Thanh Phg San Jose

L6 trinh 73 - Monterey & Branham dén Khu Trung
Tam Thanh Phé San Jose

Lo trinh 77 — Eastridge Transit Center dén Milpitas
Transit Center

Cac Lo Trinh Puworc Cai Tién

L& trinh 20 - Sunnyvale Caltrain Station dén Milpitas
Transit Center; xe chay 15 phat mét an
vao cac gi¢ giao théng cao diém va 30
phat mét [an vao gitra ngay.

Lé trinh 21 - Stanford Shopping Center dén tram
Santa Clara Caltrain; hgp nhét L6 trinh
35 va L§ trinh 32 truéc day thanh mét 16
trinh duy nhat.

Lé trinh 51 — Moffett Field dén West Valley College; xe
chay mdi gi& vao cac ngay trong tuan

L6 trinh 56 — Lockheed Martin Transit Center dén
Tamien Station; xe chay 30 phat mét [an
vao cac ngay trong tuan va ngay cudi tuan.

Lé trinh 59 - OId Ironsides Station dén Valley Fair Transit
Center; xe chay 30 phat mot lan vao cac
ngay thudng trong tuain va méi gior vao cac
ngay cudi tuan.

Cac tuyén xe buyt da bi ngung lai hay

thay déi:

Cac tuyén 17, 34, 45, 58, 88; Cac tuyén gigi han 304,
321, 328 va 330; Xe Buyt T6¢c Hanh 120, 140 va 180 sé&
bi ngung lai. Xe Buyt Téc Hanh 181 sé tiép tuc hoat
dong cho dén khi dich vu BART m¢ ctra. Vui long Lién
lac v&i VTA dé co cac lura chon khac.

1911-2000

newservice.vta.org (408) 321-2300 TTY (408) 321-2330
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RIDERS NOTICE

Major service changes
effective December 28, 2019

Bus service will be
discontinued at this location.

For more information: (408) 321-2300
or newservice.vta.org

i JAN ﬂ: THONG BAO
%‘ CHO NGUO1 DI XE

Grandes cambios FE AfRFEETE2019 Cacthay ddi dich

al servicio F12828H4 W, vu chinh c6 hiéu
efectivos a luc tu ngay 28
partir del 28 de  AHEEAA Eﬂﬁﬂf thang 12 nam
diciembre de RIEEE 2019.
2019. A o=y - . e
MR E A - Dich vu xe buyt sé
El servicio de ngung hoat dong
autobuis (408) 321-2300 ¢4 gja diém nay.
se descontinuara % DE biét thé
en esta parada. newservice.vta.org € biet them
thong tin:
_ Para mas (408) 321-2300
informacion: ho
(408) 321-2300 6 gac

newservice.vta.org newservice.vta.org

i Valley
newservice.vta.org ROEQO YATransporjcation
(408) 321-2300 TTY (408) 321-2330 IA“”‘°”W

Solutions that move you

1910-1978
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RIDERS NOTICE

VTA’s New Service

Arriving December 28, 2019

Your current route may be changing.
MORE FREQUENT SERVICE

15 minutes or less = Less time waiting

MORE USEFUL CONNECTIONS

Your destination is closer to transit

MORE OPTIONS

Soon you can take VTA to connect to BART at Milpitas or Berryessa

AVISO PARA

LOS PASAJEROS

El nuevo
servicio de VTA

Se iniciara el 28 de
diciembre de 2019

Puede ser que haya cambios
en su linea actual.

SERVICIO MAS FRECUENTE
15 minutos o menos = menos
tiempo de espera

CONEXIONES MAS UTILES
Su destino estara mas cerca del
transporte publico

MAS OPCIONES
Pronto podra tomar el servicio de
VTA para conectarse
a BART en Milpitas o en Berryessa

kKBRS

VTA #HR

H 2019 F 12528Hic
BRI GRS TR E

ARFSIEZIEI0
15 FEELLT = [RERERD
EBIFIhEE S E
1T B RHIBE N OB AR
EEED
RANERIRSE VTA
#11E Milpitas =X Berryessa
W) BART Eaiify

For more information/Para obtener mas informacion/{ZREVEK/DéE biét thém théng tin:

newservice.vta.org OGO

(408) 321-2300 TTY (408) 321-2330

1910-1978

THONG BAO

CHO NGU Ol PI XE

Dich vu
mdi ciia VTA
Sé c6 hiéu luc ngay 28
thang 12 nam 2019

Tuyén dudng hién tai cia ban
c6 thé thay déi.

DICH VU THUONG XUYEN HON
15 phut hodic it hon = thdi gian
cho doi it hon

CAC KET NOI HOU DUNG HON
Diém dén ctia ban gdn giao théng céng
coéng hon
CACLUA CHON KHAC
Ban sém c6 thé st dung VTA dé két ndi
v6i BART tai Milpitas hodic Berryessa

Valley
Transportation
Authority

Solutions that move you
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Nuevo servicio de VTA

Tranvia de VTA
El Tranvia tendra ahora tres lineas distintas que estaran codificadas por color, y la nueva linea naranja conectara
facilmente el centro de Mountain View y Milpitas Transit Center. Durante las horas pico de lunes a viernes, el servicio
funcionara cada 15 minutos, y en las horas pico en fines de semana funcionara cada 20 minutos.

Linea naranja: de Alum Rock a Mountain View Otros cambios en los tranvias
® Trasbordo en Baypointe hacia la linea azul ® El segmento de tranvia de Ohlone/Chynoweth a Oakridge sera suspendido y
® Trasbordo en Champion, Lick Mill, Great America quedara cubierto por la linea 64a.

o Old Ironsides hacia la linea verde ® El nuevo nombre de la estacion | 880/Milpitas es la estacion Alder.

Linea azul: de Santa Teresa a Baypointe ® Elnuevo nombre de la estacion Montague es la estacion Milpitas.

® Lanueva linea de autobuses 60 dara servicio a SJC, Valley Fair/Santana Row,
Downtown Campbell y la estacién de Milpitas Transit Center.

® Solo los pasajeros que aborden la linea 60 desde SJC lo haran gratuitamente.

Linea verde: de Winchester a Old Ironsides

La red frecuente

La red frecuente de VTA operara cada 15 minutos o menos de lunes a viernes entre
las 6:30 a. m. y las 6:30 p. m., y cada 15 a 30 minutos los fines de semana.

Rapid 500 - de la estacion Diridon a la Santa Clara/6th Linea 61 - del Hospital Good Samaritan a Sierra y Piedmont
Rapid 522 - del centro de trasbordos Palo Alto Transit Centeral centro de (via King/Mabury)

trasbordos Eastridge Transit Center Linea 64 - de Almaden & Crown a McKee & White
Rapid 523 - del centro de trasbordos Lockheed Martin Transit Center a la Linea 66 - de Kaiser San Jose a Milpitas/Dixon Road

estacion de Berryessa Transit Center Linea 68 - del centro de trasbordos Gilroy Transit Center a la estacion
Route 22 - del centro de trasbordos Palo Alto Transit Center al centro de San Jose Diridon

trasbordos Eastridge Transit Center Linea 70 - del centro de trasbordos Eastridge Transit Center a la estacion
Route 23 - de De Anza College al centro de transbordos Alum Rock de Milpitas Transit Center

Transit Center Linea 72 - de Senter & Monterey al centro de San José

Linea 25 - de De Anza College al centro de transbordos Alum Rock Linea 73 - de Monterey & Branham al centro de San José

Transit Center Linea 77 - del centro de trasbordos Eastridge Transit Center a la estacion

Linea 26 - de West Valley College al centro de trasbordos Eastridge de Milpitas Transit Center
Transit Center

Linea 57 - de la estacién Old Ironsides a West Valley College

Linea 60 - de la estacion de Milpitas Transit Center al centro de trasbor
dos Winchester Transit Center

Lineas mejoradas

Linea 20: de la estacion de Caltrain Sunnyvale a la estacién de Milpitas Linea 59: de la estacion Old Ironsides al centro de trasbordos Valley Fair
Transit Center; frecuencia de 15 minutos durante periodos de Transit Center; frecuencia de 30 minutos de lunes a vernes y a
mayor transito y frecuencia de 30 minutos a mediodia. cada hora en fines de semana.

Linea 21: del Centro Comercial Stanford a la estacion de Caltrain Santa
Clara; la fusién en una sola linea delas anteriores Linea 35 y Rutas de autobus que han sido descontinuadas o cambiadas:

Linea 32. Las rutas 17, 34, 45, 58, 88; las rutas limitadas 304, 321, 328 y 330; y

Linea 51: de Moffett Field a West Valley College; servicio cada hora de los autobuses express 120, 140 y 180 seran descontinuados. El autobus
lunes a viernes. express 181 continuara operando hasta que se abra el servicio BART.

Linea 56: del centro de trasbordos Lockheed Martin Transit Center a la Contacte a VTA para informarse sobre otras opciones.
estacion Tamien; servicio cada 30 minutos de lunes a viernes y
fines de semana.

1911-2000

Valley _
newservice.vta.org Transportation

Authority
(408) 321-2300 ¢ TTY (408) 321-2330

1-24



Draft 2019 New Ol
De lunes a viernes
- L Ngay Thuong
Transit Service Plan = =v-zs»=
By
7 : Lunes hanggang Biyern
2019 Nuevo Plan de Transito -
Hours of Frequency
2019 Ké hoach van chuyén mdéi Operation
7 7 y Frecuencia
2019 Bagong Layunin ng Transit ~ goeras o seniee
AN A i Tan Suat
2019 F$E e sTE Gio' Lam Viéc  Hoat Dong
2019 MZR THE WE AE N FEem A
2YAZ  ww
Mga Oras dalas
. . na Dumadaan
VTA Light Rail Routes
B Blue Baypointe LRT Station - Santa Teresa LRT Station 4:30a - 1:30a 15 min
G Green Old Ironsides LRT Station - Winchester LRT Station 5:00a - 12:00a 15 min
O Orange Mountain View Transit Center - Alum Rock Transit Center 5:00a - 1:00a 15 min
VTA Rapid Bus Routes
500 Diridon Station - Berryessa BART Station 4:30a - 1:30a 7.5 min
522  Palo Alto Transit Center - Eastridge Transit Center 5:00a - 11:00p 12 min
523 Lockheed Martin Transit Center - Berryessa BART 5:30a - 10:30p 15 min
VTA Frequent Bus Routes
22 Palo Alto Transit Center - Eastridge Transit Center 4:00a - 1:00a 15 min
23 De Anza College - Alum Rock Transit Center 5:00a - 1:00a 15 min
25 De Anza College - Alum Rock Transit Center 5:30a - 12:00a 12 min
26 West Valley College - Eastridge Transit Center 5:30a - 12:00a 15 min
57  West Valley College - Old Ironsides LRT Station 5:30a - 11:00p 15 min
60 Downtown Campbell - SJC Airport - Milpitas BART 5:00a - 11:30p 15 min
61 Good Samaritan Hospital - Berryessa BART - Sierra/Piedmont ~ 5:30a - 11:00p 15 min
64 Almaden LRT Station - McKee/White 5:30a - 12:00a 15 min
66 Milpitas/Dixon - Kaiser San Jose 5:00a - 12:00a 15 min
68 Diridon Station - Gilroy Transit Center 4:30a - 12:00a 15 min
70 Capitol LRT Sta. - Berryessa BART Sta. - Milpitas BART Sta. 5:30a - 12:00a 15 min
72 Downtown San Jose - Senter/Monterey via McLaughlin 5:30a - 12:00a 15 min
73 Downtown San Jose - Senter/Monterey via Senter 5:30a - 12:00a 15 min
77 Milpitas BART Station - Eastridge Transit Center 5:30a - 11:00p 15 min
VTA Local Bus Routes
20*  Sunnyvale Transit Center - Milpitas BART 5:30a - 8:30p 15 min
21 Palo Alto Transit Center - Santa Clara Caltrain Station 5:30a - 9:30p 30 min
27  Winchester Transit Center - Kaiser San Jose 6:00a - 9:00p 30 min
31 Evergreen Valley College - Eastridge Transit Center 6:30a - 10:00p 30 min
37  West Valley College - Capitol LRT Station 6:30a - 6:30p 60 min
39 Eastridge Transit Center - The Villages 6:30a - 6:30p 60 min
40 Foothill College - Downtown Mountain View 6:30a - 10:00p 30 min
42 Santa Teresa LRT - Evergreen Valley College 6:30a - 6:30p 60 min
44/47 Milpitas BART Station - McCarthy Ranch 6:00a - 9:00p 30 min
51*  Moffett Field - De Anza College - West Valley College 6:30a - 6:30p 30 min
52 Foothill College - Downtown Mountain View 7:00a - 9:00p 30 min
53  Downtown Sunnyvale - Santa Clara Caltrain Station 6:30a - 8:00p 30 min
55  De Anza College - Old Ironsides LRT Station 5:30a - 10:00p 30 min
56 Lockheed Martin Transit Center - Tamien LRT Station 5:30a - 10:00p 30 min
59 Baypointe LRT - Santa Clara Caltrain - Valley Fair 6:00a - 10:00p 30 min
63 Kooser/Blossom Hill - San Jose State University 6:00a - 9:00p 30 min
71 Milpitas BART Station - Eastridge Transit Center - Capitol LRT ~ 5:30a - 10:00p 30 min
80  Ohlone-Chynoweth Station - Almaden Station 6:00a - 10:30p 30 min
84/85 Gilroy Circulator Clockwise/Counterclockwise 6:30a - 6:30p 60 min
86 Downtown Gilroy - Gavilan College 7:00a - 10:00p 30 min
87 Morgan Hill (No Midday Service) 6:30a - 6:00p 60 min
89  California Avenue Caltrain Station - VA Hospital 6:30a - 6:30p 30 min

* Routes 20 and 51 have greater weekday peak period frequencies
VTA Express Bus Routes Frequenc
102 South San Jose - Palo Alto 5 trips each direction daily
103 Eastridge Transit Center - Palo Alto 3 trips each direction daily
104 Penitencia Creek Transit Center - Palo Alto 2 trips each direction daily
121 Gilroy Transit Center - Lockheed Martin 6 trips each direction daily
168 Gilroy Transit Center - San Jose Diridon 5 trips each direction daily

School Trippers
256

270

Saturday
Sabado
Thir Bay
EHR
ELY
Sabado

Hours of Frequency

Operation

Frecuencia

Horario de del servicio

operacion
Gio Lam Viéc

EIE R

2> Al

Mga Oras
na Dumadaan

5:00a - 1:30a
6:30a - 12:00a
6:00a - 1:00a

6:00a - 1:30a
6:00a - 11:00p
6:00a - 10:30p

4:00a - 1:00a
6:00a - 1:00a
6:00a - 12:00a
6:30a - 12:00a
6:30a - 11:00p
5:00a - 11:30p
6:30a - 10:00p
6:30a - 12:00a
6:00a - 12:00a
5:00a - 12:00a
6:30a - 12:00a
6:30a - 12:00a
6:30a - 12:00a
6:30a - 11:00p

8:00a - 8:00p
7:00a - 8:00p
8:30a - 6:30p
9:00a - 6:00p
8:00a - 7:00p
8:00a - 8:00p
7:30a - 9:00p
7:00a - 10:00p
8:00a - 8:00p
8:00a - 7:00p
7:00a - 10:00p
8:00a - 10:00p
9:00a - 6:00p

Willow Glen High School
246 Milpitas High School

247 Milpitas High School
Independence High School
287 Sobrato High School & Live Oak High School

288/288L/288M Gunn High School

Tan Suét
Hoat Béng
MR

Hgt
[ —

dalas

20 min
20 min
20 min

20 min
15 min
15 min

15 min
15 min
15 min
20 min
20 min
20 min
20 min
30 min
20 min
20 min
20 min
20 min
20 min
20 min

40-45 min
40-45 min
60 min
60 min
40-45 min
40-45 min

30 min
30 min
60 min
60 min
30 min
30 min
60 min

Sunday/Holiday
Domingo/Dia Festivo
Chu Nhat/Ngay Lé

EHH/ER
S o/l
Linggo/Piyesta Opisyal
Hours of Frequency
Operation :
Frecuencia
Horario de del servicio
operacion . .
Tan Suéat
Gio Lam Viéc Hoat Bong
EERG EES
SHAIZE gl
Mga Oras dalas
na Dumadaan
5:00a - 12:30a 20 min
6:30a - 12:00a 20 min
6:00a - 12:00a 20 min
8:00a - 1:30a 20 min
6:00a - 10:00p 15 min
7:00a - 10:00p 15 min
4:00a - 1:00a 15 min
6:00a - 1:00a 15 min
6:00a - 12:00a 15 min
7:30a-11:00p 20 min
7:30a-10:00p 30 min
5:00a-11:30p 20 min
7:30a-10:00p 20 min
7:00a - 11:00p 30 min
6:00a - 12:00a 20 min
5:00a -12:00a 20 min
6:30a-10:00p 20 min
7:30a-11:00p 30 min
7:30a-11:00p 30 min
6:30a-10:00p 30 min
9:00a - 8:00p 60 min
8:00a - 7:30p 60 min
9:00a - 6:00p 60 min
9:00a - 5:30p  40-45 min
8:00a - 7:30p 60 min
8:00a - 8:00p 30 min
8:00a - 9:00p 30 min
8:00a - 6:30p 60 min
9:00a - 6:00p 60 min
7:30a - 9:00p 30 min
8:00a - 8:00p 30 min
9:00a - 6:00p 60 min
Frequenc

Morning and afternoon trips
Morning and afternoon trips
Morning and afternoon trips
Morning and afternoon trips
Morning and afternoon trips
Morning and afternoon trips

VTALEFERIFT2019F A HZ BRI E - BFIFEENER - FEBLE
AOLtE - AEEHFFIRIAENG - BRARFRIZE IR ARSI E - 201952 28H
RIEBR L - ETIHNEFRRICNER -

2016120174 » VTABMIA R 2 BMFIE R RRBRFE - BAIHEARE
- FFEERWETHTIARERIMES4IRIEN - FR201T7F REBEER °
Ltbi& - APSVTAIRBTREARNE - BATEZE2017FMtEARBEtE - &
TIREATRGTAENETEE - ZRVHRERR  BIISRERKIDR > I
AR BRI R B RESIMARISASH - U H2019F N H R BIRTFHAHE » #h
RISETEAES 72017 F A EEt ENETEAT IR 7 H M S TRHE
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VTA dang phat trién mot K& Hoach Dich Vu Giao Théng Mai (2019) va
chling t6i can sur gop ¥ cuia quy vi. Xin vui Iong xem ki ban do nay, truy
cap trang web dé tim hiéu thém vé tuyén dudng duoc dé xuét hodc
nhirng thay déi vé tan suét va guri nhan xét cua quy vi truc tuyén, qua
email hodc qua dién thoai cho dén ngay 28 thang Hai nam 2019.

Trong nam 2016 va 2017, VTA da kéu goi cong chiing tham gia vao viéc
phat trién k& hoach dich vu giao théng duoc goi la Hé Théng Ké Tiép
(Next Network). Viéc nay da dem lai hang ngan y kién nhan xét ciia céng
chiing va dan dén 34 thay déi trong k& hoach du thao truée khi phién ban
cudi cling dugc thdng qua vao nam 2017. K& tir thoi diém do, sy mét céan
béng trong ngan sach cua VTA da khong cho phép K& Hoach Hé Théng
Ké Tiép 2017 (2017 Next Network Plan) dugc thuc hién day du nhu da
duoc xac dinh. Nham hoat déng trong ngan sach du kién va dap rng cac
muc tiéu 6n dinh tai chanh clia ching t6i, cling nhu tang tan suét cho maét
s6 tuyén dudrng véi s6 lrgng hanh khach cao, déng thdi duy tri s6 gior
dich vu xe buyt va tau dién, ching t6i dé xuat mét Ké Hoach Dich Vu Giao
Théng Mai (2019). K& Hoach Dich Vu Giao Théng M&i (2019) nay sé lay
cac yéu t6 cua k& hoach Hé Thong Ké Tiép 2017 (2017 Next Network) da
duoc théng qua va gigi thiéu mét s6 nhirng thay déi khac phan anh sy
tap trung vao s6 lwg'ng hanh khach tham gia giao thong céng cong cao
hon.
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Gumagawa ang VTA ng isang New Service Plan (2019) at hinihiling namin ng
inyong puna tungkol dito. Mangyaring suriin ang mapang ito, bisitahin ang
website para alamin ang tungkol sa iminungkahing ruta o mga pagbabago sa
dalas ng biyahe at isumite ang inyong mga komento sa pamamagitan ng email
o telepono sa Pebrero 28, 2019.

Noon taon 2016 at 2017 nagkaroon ng pulong ang VTA para sa publiko tungkol
sa binubuong planong serbisyo ng transit na tinatawag na Next Network at
nakatanggap ng libo-libong komento mula sa publiko na nagresulta sa 34 na
pagbabago sa mungkahing plano bago naaprubahan ang panghuling bersyon
noong 2017. Simula noon, nagkaroon ang budget imbalance ang VTA at hindi
maaaring mapatupad ang 2017 Next Network Plan. Para maka-operate and
VTA sa loob ng inilalaan na badget, makatugon sa aming financial stabili-

ty goals, madagdagan ang dalas ng biyahe sa ilang ruta na may mataas na
ridership, mapanatili ang aming kasalukuyang bilang ng mga oras ng serbisyo
ng bus at tren, nagmumungkahi kami ng New Service Plan (2019). Ang New
Service Plan (2019) ay kumukuha ng mga elemento mula sa adopted na 2017
New Network plan at naghaharap ng ibang mga pagbabago na tumutuon sa
ridership.
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Draft 2019
New Transit
Service Plan ¥

2019 Nuevo Plan de Transito

2019 K& hoach van chuyén méi

2019 Bagong Layunin ng Transit

2019 FE#iBETE 2019 MEZR thE nE 7

VTA is developing a 2019 New Transit Service Plan and

we need your feedback. Please review this map, visit the
website to learn more about the proposed route or frequency
changes, and submit your comments online, via email, or by
phone by February 28, 2019.

Throughout 2016 and 2017, VTA engaged the public in
developing a transit service plan called Next Network that
yielded thousands of public comments and 34 changes to
the draft plan before the final version was adopted in 2017.
Since that time, it has been determined that VTA’s existing
budget imbalance cannot allow for the full implementation of
the 2017 Next Network Plan. In order to operate within our
projected budget, meet our financial stability goals, increase
frequency on some higher ridership routes, and maintain
our current number of bus and light rail service hours, we
are proposing the Draft 2019 New Transit Service Plan.

The Draft 2019 New Transit Service Plan takes elements of
the adopted 2017 Next Network plan and introduces other
changes that reflect a much higher ridership focus.

VTA esté desarrollando un Nuevo Plan de Servicios (2019) y
necesitamos su opinion. Revise por favor este mapa, visite el
sitio web para saber mas sobre la ruta propuesta o los cambios
en la frecuencia de los servicios; y envie sus comentarios en
linea, a través del correo electrénico o por teléfono, hasta el 28
de febrero de 2019.

Durante los afios de 2016 y 2017, VTA recurri6 al publico para
desarrollar un plan de servicios de transporte publico denomina-
do “Next Network” (“La Proxima Red”), teniendo como resultado
miles de comentarios del publico y 34 cambios al borrador del
plan antes de que se adoptara la version final en 2017. Pasado
ese momento, se llegd a determinar que el déficit en el presu-
puesto actual de la VTA no permite la implementacion total del
Plan “Next Network” de 2017. Para poder operar dentro del
presupuesto proyectado, alcanzar nuestros objetivos de estab-
ilidad financiera, incrementar la frecuencia en algunas rutas de
alto trafico de pasajeros y mantener nuestro actual numero de
horas de servicio de nuestros autobuses y tranvias; estamos
proponiendo el Nuevo Plan de Servicios (2019). Este plan toma
elementos del ya adoptado Plan “Next Network” de 2017 e intro-
duce otros cambios que reflejan un enfoque mayor en las areas
de mayor trafico de pasajeros.

Find out more at: newtransitplan.vta.org

Email us: community.outreach@vta.org
(408) 321-7575 / TTY for hearing-impaired: (408) 321-2330




Draft 2019 New Transit Service Plan
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Nuevo servicio de VTA

S Tranvia de VTA
El Tranvia tendra ahora tres lineas distintas que estaran codificadas por color, y la nueva linea naranja conectara

facilmente el centro de Mountain View y Milpitas Transit Center. Durante las horas pico de lunes a viernes, el servicio
funcionara cada 15 minutos, y en las horas pico en fines de semana funcionara cada 20 minutos.

Linea naranja: de Alum Rock a Mountain View Otros cambios en los tranvias

® Trasbordo en Baypointe hacia la linea azul ® El segmento de tranvia de Ohlone/Chynoweth a Oakridge sera suspendido y
® Trasbordo en Champion, Lick Mill, Great America quedara cubierto por la linea 64a.
o OlId Ironsides hacia la linea verde El nuevo nombre de la estacion | 880/Milpitas es la estacion Alder.
Linea azul: de Santa Teresa a Baypointe El nuevo nombre de la estacion Montague es la estacion Milpitas.

La nueva linea de autobuses 60 dara servicio a SJC, Valley Fair/Santana Row,
Downtown Campbell y la estacion de Milpitas Transit Center.

Solo los pasajeros que aborden la linea 60 desde SJC lo haran gratuitamente.

Linea verde: de Winchester a Old Ironsides

La red frecuente

La red frecuente de VTA operara cada 15 minutos o menos de lunes a viernes entre
las 6:30 a. m. y las 6:30 p. m., y cada 15 a 30 minutos los fines de semana.

Rapid 500 - de la estacion Diridon a la Santa Clara/6th Linea 61 - del Hospital Good Samaritan a Sierra y Piedmont
Rapid 522 - del centro de trasbordos Palo Alto Transit Centeral centro de (via King/Mabury)

trasbordos Eastridge Transit Center Linea 64 - de Aimaden & Crown a McKee & White
Rapid 523 - del centro de trasbordos Lockheed Martin Transit Center a la Linea 66 - de Kaiser San Jose a Milpitas/Dixon Road

estacion de Berryessa Transit Center Linea 68 - del centro de trasbordos Gilroy Transit Center a la estacion
Route 22 - del centro de trasbordos Palo Alto Transit Center al centro de San Jose Diridon

trasbordos Eastridge Transit Center Linea 70 - del centro de trasbordos Eastridge Transit Center a la estacion
Route 23 - de De Anza College al centro de transbordos Alum Rock de Milpitas Transit Center

Transit Center Linea 72 - de Senter & Monterey al centro de San José
Linea 25 - de De Anza College al centro de transbordos Alum Rock Linea 73 - de Monterey & Branham al centro de San José

Transit Center Linea 77 - del centro de trasbordos Eastridge Transit Center a la estacion

Linea 26 - de West Valley College al centro de trasbordos Eastridge de Milpitas Transit Center
Transit Center

Linea 57 - de la estacién Old Ironsides a West Valley College

Linea 60 - de la estacion de Milpitas Transit Center al centro de trasbor
dos Winchester Transit Center

Lineas mejoradas

de la estacién de Caltrain Sunnyvale a la estacion de Milpitas Linea 59: de la estacion Old Ironsides al centro de trasbordos Valley Fair
Transit Center; frecuencia de 15 minutos durante periodos de Transit Center; frecuencia de 30 minutos de lunes a vernes 'y a
mayor transito y frecuencia de 30 minutos a mediodia. cada hora en fines de semana.

Linea 21: del Centro Comercial Stanford a la estacion de Caltrain Santa

Clara; la fusion en una sola linea delas anteriores Linea 35 y Rutas de autobus que han sido descontinuadas o cambiadas:
Linea 32. Las rutas 17, 34, 45, 58, 88; las rutas limitadas 304, 321, 328 y 330; y
Linea 51: de Moffett Field a West Valley College; servicio cada hora de los autobuses express 120, 140 y 180 seran descontinuados. El autobus
lunes a viernes. express 181 continuara operando hasta que se abra el servicio BART.
Linea 56: del centro de trasbordos Lockheed Martin Transit Center a la Contacte a VTA para informarse sobre otras opciones.
estacién Tamien; servicio cada 30 minutos de lunes a viernes y
fines de semana.
1911-2000

Valley

newservice.vta.org Trzﬂiﬁg:itfytion

(408) 321-2300 e+ TTY (408) 321-2330 Solutions that move you
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Updated in 2020

Appendix | - 2020 COVID-19 Informational
Campaign

Dates: March 2020 to present as needed.

Description: Various materials developed to inform riders about schedule changes and health
guidelines.

Translated items: Posters and other signage largely, translated into Spanish, Chinese, and
Vietnamese, with some signs in Korean as well.

Collateral shown below: Health notice sign, light rail service change sign, shelter-in-place sign,
schedule change riders notices posters.
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By Order of the Health Officer of the County of
Santa Clara and to help prevent the spread of
respiratory diseases like COVID-19, please:

Do not enter this facility if
you have a cough or fever |

Maintain a six-foot
distance from
one another

Sneeze or coughinto a
tissue, cloth, or elbow -

Do not shake hands or
engage in any unnecessary
physical contact

NO ENTRE esta instalacion RSB , 5% , & 7|2, 0/Y, == 27| 7|12
sitienetos, fiebreosise  FAEFAR , BOEAL 0| YW = A|Mof| ztst

encuentra enfermo. HE. X| OtMI2.

Por favor:

* Mantenga una distancia % : Sel:
minima de seis pies de s BUHREBRDNAERNIE « E|AFHAIRIE BE 6 Feet
persona a persona B 2 m) 742|2 SXI5HL

« Estornude y tose en un pafio,
pafiuelo o cubriéndose la « TR R E -5 + R, BO|E|4 E= HEX|0fct
boca y nariz con su codo WERE SRS i 7|RISHNIR

* Noledélamano aotra - ~ i /= N ) s =
sona,niparticipe enningun  * MABFREFEATY - 948 spiLt BLas 44
contacto fisico innecesario. BN SN HE2 mlstH

Transportation
Authority

For more information, visit Y Valley

www.cdc.gov/COVID19
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COVID-19

COVID-19
RIDER’S NOTICE

RIDER’S NOTICE
Effective: 3/26/2020 - Until Further Notice

VTA light rail service is suspended.
For the latest information please visit:
www.vta.org/covid-19
or call 408-321-2300

Efectivo: 3/26/2020 - Hasta nuevo aviso

Servicio de tranvia de VTA esta suspendido.
Para obtener la informacion mas reciente, visite:
www.vta.org/covid-19
o llamar 408-321-2300

Santa Clara Valley
Transportation
Authority

Effective: 3/30/2020 - Until Further Notice

VTA will be running reduced bus and rail service.
Some routes will be suspended and some will come
less often. For the latest information please visit:
www.vta.org/covid-19 or call 408-321-2300

Efectivo: 3/30/2020 - Hasta nuevo aviso

VTA ejecutara un servicio reducido de autobus y
tranvia. Algunas rutas se suspenderan y otras
vendran con menos frecuencia. Para obtener la
informacioén mas reciente, visite:
www.vta.org/covid-19 o llamar 408-321-2300

Santa Clara Valley
Transportation
Authority
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COVID-19 RIDERS NOTICE

Thir ndm, ngay 9 thang 4, VTA (Co' Quan Van Chuyén Valley) s& MON-SUN FREQUENCY
ti€n hanh giam luo't xe khdng tinh phi cho cac hanh khach: d Hours Day Night
Dich vy duréng sét nhe cir sau 30 phiit tir thir Hai dén thir 22 ElCamino-Alum Rock 5:00am-9:00pm 15 20
Sau. Khéng c6 dich vu cudi tuan. 23 Stevens Creek—Alum Rock | 6:00am-9:00pm 15 30
T4t ca cac chuyén xe buyt sé ngirng chay sau 9 gio t8i 25  Story-Willow 6:00am-9:00pm 15 30
t of B . _Q
Dich vu Xe Buyt T8c Hanh s& ngu'ng hoat déng ngoai trir west of Bascom 6:00am-8:00pm 60 60
Tuyén Express 104 dén Céng vién nghién ctru Stanford 26 Tully 7:30am-9:00pm 20 30
(Stanford Research Park) va Tuyén Express 181 sé hoat dong West Valley College Ngu'ng cung cép dich vu
dé phu he'p véi lich trinh giam Iwo't xe ciia BART (Tram trung _ . o ~
chuyén viing Vinh téc hanh), cung cdp mét sé chuyén phuc 57 Bowers-Saratoga 7:30am-9:00pm 30 30-45
vu sau 9 gio t6i dé dap rng céc lwg't tau BART cuéi cuing tai 60 Winchester—Brokaw 5:30am-9:00pm 20 30
khu vyre Warm Springs 61 Taylor-Bascom 7:30am-900pm 20 30-60
Ngoai ra, VTA da ngu'ng hoat déng tit ca cac dich vu cham séc east of Berryessa BART Station | 7:30am-8:00pm 40 60
khéch hang truc tiép tai vian phong River Oaks va Trung tdm McKee—Li L . o
dich vu khach hang Thanh phé. Moi thic mic va quan ngai sé 64A McKee-Lincoln 7:00am-9:00pm 30 60
dworc giai quyét qua sé dién thoai: (408) 321-2300 hoac dja chi 64B Downtown SJ—-Meridian 9:00am-5:30pm 60
email: customer.service@vta.org Thi Hai dén tha Bay: 7:30 Kl —Mont. —Snell i o
séng - 4 gid chidu. :: :’" :’“" onterey-Snel i-ggam z-ggpm ;g ;E
PR o < N onterey :30am-9:00pm
Dé nhan théng bao dich vu theo théi gian thuc (real-time), ban P
c6 thé ding ky theo doi cac tuyén dwd'ng clia minh trong trng 70 Jackson 6:30am-9:00pm 20 20
dung Trung chuyén (Transit app). north of Berryessa BART Station | 6:30am-8:00pm 40 40-60
Dé biét thém théng tin vé cach (rng phé cua VTA vé'i dich bénh 72 Mclaughlin 7:30am-9:00pm 30 30-60
COVID-19, xin hay truy cap vao trang web www.vta.org/covid-19. 73  Senter 7:30am-9:00pm 30 30-60

T 77 King-Lundy 6:30am-9:00pm 30  30-60

pgntial MON-FRI, SAT/SUN FREQUENCY

@ BLUE LINE Rapid Bus MON-SUN  FREQUENCY
Baypointe—-Santa Teresa Hours Day Night

6:00 am - :
@ GREEN LINE Ngung 500 Diridon Station-Santa Clara/6th  Tam ngirng hoat ddng cho dén khi

Winchester—Old Ironsides to |cung cép 30 ©0 thong bao mai
@ ORANGELNE 6:00 pm | dich vy 522 ElCamino-Alum Rock 600am-900pm 15 20
Alum Rock—Mountain View 523 Stevens Creek—Sunnyvale 7:00am-9:00pm 15 20

MONDAY-FRIDAY FREQUENCY  SATURDAY /SUNDAY FREQUENCY
Local Bus

Hours Day Night Hours Day Night
20  Sunnyvale-Milpitas Ngu'ng cung cép dich vu
21  Middlefield 8:30am-8:00pm 60 60 | 8:30am-8:00pm 60 60
27  Blossom Hill-Los Gatos 8:00am-7:30pm 60 60 | 8:00am-7:30pm 60 60
31  Evergreen College Ngurng cung cép dich vu
37  Hillsdale-Hacienda—Pollard
39  Quimby-San Felipe 9:00am-6:00pm 60 9:00am-6:00pm 60
40  LosAltos—North Bayshore 9:00am-6:00pm 45 9:00am-6:00pm 45
42  Capitol-Evergreen 8:00am-5:30pm 60 Nguwng cung cép dich vu
44 McCarthy 8:30am-7:00pm 60 60 | 8:30am-7:00pm 60 60
47  Calaveras 8:00am-7:00pm 60 60 | 8:00am-7:00pm 60 60
51 Grant—Moffett 8:30am-5:00pm 50

51H| via Homestead

Ngwng cung cép dich vu
52  Foothill College—Mountain View S YE

53 Homestead—Sunnyvale 7:30am-4:30pm 60

55  Sunnyvale—Saratoga 8:00am-8:00pm 30 60 8:00am-8:00pm 30 60
56  Wolfe—Hamilton 8:00am-9:00pm 30 60 | 8:00am-9:00pm 30 60
59  Monroe-Alviso 7:30am-4:30pm 60 7:30am-4:30pm 60

71 Piedmont-White 7:00am-9:00pm 30 60 | 7:00am-9:00pm 30 60
83 | Almaden Nguwng cung cép dich vu

84  Gilroy—Arroyo 9:30am-5:30pm 60 9:30am-5:30pm 60

85  Gilroy—-West 9:00am-6:00pm 60 9:00am-6:00pm 60

86  Gilroy—Gavilan College

Nguwng cung cép dich vu
87 | Morgan Hill S e ;

89 california 7:30am-6:00pm 30-40
MON-FRI FREQUENCY SATURDAY FREQUENCY SUN/HOL FREQUENCY
101, 102, 103, 121, 168 Tam ngirng hoat dong cho dén khi c6 thong bao méi
104 Milpitas BART—Palo Alto VA commute hours 2 trips in each direction Ngu'ng cung cép dich vu
181 Diridon Station—-Warm Springs BART | 5:30am-11:00pm 30 7:30am-11:00pm 40 40 |7:30am-11:00pm 48 48
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COVID-19 AVISO

Jueves 9 de abril, VTA operara un servicio restringido, sin costo _ MON-SUN FREQUENCY
para los pasajeros: Frequent Bus Hours Day Night

Servicio de tren ligero cada 30 minutos de lunes a viernes sola- 22 ElCamino-Alum Rock 5:00am-9:00pm 5 20
mente. No hay servicio de fin de semana. 23  Stevens Creek—Alum Rock 6:00am-9:00pm 15 30
Todos los viajes en autobuis después de las 9 p.m. seran des- 25  Story-Willow 6:00am-9:00pm 15 30
continuados west of Bascom 6:00am-8:00pm 60 60
El servicio de Express Bus (Autobuses express) se suspendera, 26  Tully 7:30am-9:00pm 20 30
excepto por el Express 104 que llega hasta Stanford Research
Park y el Express 181 que funcionara para que coincida con el T _ : .
horario de servicio restringido de BART que ofrece alg de 57  Bowers—Saratoga 7:30am~9:00pm 30 30-45
sus servicios después de las 9 p.m. para coincidir con los ulti- 60 Winchester—Brokaw 5:30am-9:00pm 20 30
mos trenes BART en Warm Springs 61 Taylor—Bascom 7:30am-9:00pm 20 30-60
Ademas, VTA ha suspendido todos los servicios al cliente en persona en east of Berryessa BART Station | 7:30am-8:00pm 40 60
sus oficinas de River Oaks y en el Centro de Servicios al Cliente ubicado Y y "
en el centro de la ciudad (Downtown). Todas las preguntas e inquietudes 64A McKee-Lincoln 7:00am~9:00pm 30 60
pueden comunicarse por teléfono/correo electrénico, llamando al (408) 64B Downtown SJ—Meridian 9:00am-5:30pm 60
3.2310-23:]0 g jzc:lr?lendo a customer.service@vta.org, Lunes a sabado: 66 Oakland—Monterey—Snell 6:00am-9:00pm 20 30
o . . 68 Monterey 5:30am-9:00pm 20 30
Para recibir alertas sobre nuestros servicios en tiempo real, puede
suscribirse a sus rutas en la aplicacién “Transit”. 70 Jackson 6:30am-9:00pm 20 20
rth of B BART Stati : -8l -
Para obtener mas informacién sobre lo que esta haciendo VTA en north o e."yessa ation | 6:30am-8:00pm 40 40-60
respuesta al COVID-19, visite www.vta.org/covid-19 72 Mclaughlin 7:30am-9:00pm 30 30-60
73 Senter 7:30am-9:00pm 30  30-60
i i 77  King-Lundy 6:30am-9:00pm 30 30-60
nght il MON-FRI SAT/SUN FREQUENCY P

() BLUELINE | | | .
Baypointe-Santa Teresa | e - [ . | [ HomsON—SUN FDRaEQUEm;:/
@ e o h, 0 oo s s
Winchester—Old Ironsides | Servicio | [ 522 ELCaminoAlum Rock 6:00am-9.00 5
(®) ORANGELINE 6:00 pm | | | am-9:00pm
Alum Rock—Mountain View [ | [ 523 stevens Creek—Sunnyvale 7:00am-9:00pm 15 20
MONDAY-FRIDAY FREQUENCY SATURDAY /SUNDAY FREQUENCY
Local Bus Hours Day Night  Hours Day  Night
20
21  Middlefield 8:30am-8:00pm 60 60 | 8:30am-8:00pm 60 60
27  Blossom Hill-Los Gatos 8:00am-7:30pm 8:00am-7:30pm
31
37
39 Quimby-San Felipe 9:00am-6:00pm 9:00am-6:00pm
40  Los Altos—North Bayshore 9:00am-6:00pm 45 9:00am-6:00pm
42  Capitol-Evergreen 8:00am-5:30pm 60
44 McCarthy 8:30am-7:00pm 60 60 | 8:30am-7:00pm 60 60
47  Calaveras 8:00am-7:00pm 60 60 8:00am-7:00pm
51  Grant-Moffett 8:30am-5:00pm 50
51H
52
7? Homestead-Sunnyvale 7:30am-4:30pm
55  Sunnyvale-Saratoga 8:00am-8:00pm 30 60 | 8:00am-8:00pm 30 60
56  Wolfe—Hamilton 8:00am-9:00pm 30 60 8:00am-9:00pm 30 60
59  Monroe-Alviso 7:30am-4:30pm 60 7:30am-4:30pm 60
71  Piedmont-White 7:00am-9:00pm 7:00am-9:00pm
83 _
84  Gilroy—Arroyo 9:30am-5:30pm 60 9:30am-5:30pm 60
85  Gilroy-West 9:00am-6:00pm 60 9:00am-6:00pm 60
86

89 California 30-40

7:30am-6:00pm

MON-FRI FREQUENCY SATURDAY FREQUENCY SUN/HOL FREQUENCY
Hours Day Night  Hours Day Night

101, 102, 103, 121, 168

104 Milpitas BART—Palo Alto VA commute hours 2 trips in each direction
181 Diridon Station—Warm Springs BART | 5:30am-11:00pm 30

7:30am-11:00pm 40 40 | 7:30am-11:00pm 48 48
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COVID-19 RIDERS NOTICE

4898 - BHI > VIAKR D &ERTY » RIEFES MR MON-SUN FREQUENCY
ﬁ%}ﬂé@ﬁ,% . Hours Day Night
22 ElCamino—Alum Rock 5:00am-9:00pm 15 20
¢ {Riff—ii,ﬁﬂﬁﬁ-:mﬁ}ﬂ’—iﬁﬁﬁhﬂﬁ% - RER 23 Stevens Creek—Alum Rock | 6:00am-9:00pm 15 30
RBR S5 25  Story-Willow 600am-9:00pm 15 30
° MRICBEEITE R EIDREAS S5 west of Bascom 6:00am-8:00pm 60 60
- GEEABRHES - 0104570181 iR 104 26 TUY I3t S00m 20 S0
= ZCEE o A N=rPs [
Warm Springs = TERIBARTARIEFI EF R 60  Winchester—Brokaw 5:30am-9:00pm 20 30
H5Y o VIARRVEr OCksAERBERERBEFLM 1ororseneon aanrstaton | 1om—onoom 20 5060
B ATBHEACHEL - FENERERTER 647 McKoe_Lincon o 3 e
(408) 321-23003; % %% B3 Z customer.service@ : =
vta.org s BEI—ZEBHI : F7:30- T4 64B Downtown SJ-Meridian 9:00am-5:30pm 60
66 Oakland—Monterey—Snell | 6:00am-9:00pm 20 30
ﬁoﬂﬁzﬂaﬁ#ﬂﬁﬁ @ AHATanstBAENATRE g5 monterey 530m-900pm 20 30
70 Jackson 6:30am-9:00pm 20 20
NFERBVIARCOVID- 19 eIk » LT north of Berryessa BART Station | 6:30am-8:00pm 40  40-60
# : www.vta.org/covid-19 - 72 McLaughlin 730am-900pm 30 30-60
73 Senter 7:30am-9:00pm 30  30-60
ON—FRI SAT/SUN FREQUENCY 77, King-tundy 630am-900pm & 3060
(B) g’-UE LINE MON-SUN  FREQUENCY
aypointe—Santa Teresa 6:00 am Hours Day Night
areewune T | 30 _
@ ORANGE LINE 6:00 pm ‘ i ‘ 522 ElCamino—Alum Rock 6:00am-9:00pm 15
Alum Rock—Mountain View [ | | 523 stevens Creek-Sunnyvale 7:00am-9:00pm 15 20
MONDAY-FRIDAY FREQUENCY SATURDAY /SUNDAY FREQUENCY
Local Bus Hours Day Night Hours Day Night
20
21 Middlefield 8:30am-8:00pm 60 60 | 8:30am-8:00pm 60 60
27  Blossom Hill-Los Gatos 8:00am-7:30pm 8:00am-7:30pm
31
37
39  Quimby-San Felipe 9:00am-6:00pm 9:00am-6:00pm
40  LosAltos—North Bayshore 9:00am-6:00pm 45 9:00am-6:00pm
42  Capitol-Evergreen 8:00am-5:30pm 60
44  McCarthy 8:30am-7:00pm 60 60 | 8:30am-7:00pm 60 60
47  Calaveras 8:00am-7:00pm 60 60 | 8:00am-7:00pm
~ 51 Grant-Moffett 8:30am-5:00pm
51H
_52 |
53 Homestead—Sunnyvale 7:30am-4:30pm
55  Sunnyvale-Saratoga 8:00am-8:00pm 30 60 | 8:00am-8:00pm 30 60
56  Wolfe-Hamilton 8:00am-9:00pm 30 60 | 8:00am-9:00pm 30 60
59  Monroe—Alviso 7:30am-4:30pm 60 7:30am-4:30pm 60
71 Piedmont-White 7:00am-9:00pm 7:00am-9:00pm
83 _
84  Gilroy—Arroyo 9:30am-5:30pm 60 9:30am-5:30pm
78i Gilroy—West 9:00am-6:00pm 60 9:00am-6:00pm 60
86
87
89 california 7:30am-6:00pm 30-40
MON-FRI FREQUENCY SATURDAY FREQUENCY SUN/HOL FREQUENCY

101, 102, 103, 121, 168

104 Milpitas BART—Palo Alto VA

commute hours 2 trips in each direction

Hours

Day

181 Diridon Station—Warm Springs BART

5:30am-11:00pm

30 7:30am-11:00pm 40

Night

40

Hours

7:30am-11:00pm 48

Day Night

48
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Updated in 2020

Valley
Transportation
Authority
Title VI Complaint Form
Santa Clara Valley Transportation Authority (VTA)
Office of Civil Rights

VTA is committed to ensuring that no person is excluded from participation in or denied the
benefits of its services on the basis of race, color, or national origin, as provided by Title VI of the
Civil Rights Act of 1964, as amended. Title VI complaints must be filed within 180 days from the
date of the alleged discrimination.

The following information is necessary to assist us in processing your complaint. If you require
any assistance in completing this form, please contact the Office of Civil Rights by calling (408)
952-8901. The completed form must be returned to VTA Office of Civil Rights, 3331 North First
Street, Building B-1, San Jose, CA 95134.

Your Name: Phone:

Street Address: Alt Phone:

City, State, & Zip Code:

Person(s) discriminated against (if someone other than complainant):

Name(s):
Street Address, City, State & Zip Code:

Which of the following best describes the reason for

the alleged discrimination? (Circle one) Date of Incident:
= Race
= Color

= National Origin (Limited English Proficiency)

Please describe the alleged discriminatory incident. Provide the names and title of all VTA
employees involved if available. Explain what happened and whom you believe was responsible.
Please use the back of this form if additional space is required.

35 Complete reverse side of form
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Title VI Complaint Form
Santa Clara Valley Transportation
Office of Civil Rights

Please describe the alleged discriminatory incident (continued)

Have you filed a complaint with any other federal, state or local agencies? (Circle one) Yes / No
if so, list agency / agencies and contact information below:

Agency: Contact Name:
Street Address, City, State & Zip Code: Phone:
Agency: Contact Name:
Street Address, City, State & Zip Code: Phone:

| affirm that | have read the above charge and that it is true to the best of my knowledge,
information and belief.

Complainants Signature: Date:

Print or Type Name of Complainant

Date Received:
Received By:
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Updated in 2020
Santa Clara Valley Transportation Authority (VTA)
Title VI

Pananagutan ng Organisasyon

Ang County ng Santa Clara County, na nasa puso ng Silicon Valley, ay tahanan sa isa sa pinaka-
makabago, malikhain at iba't ibang mga uri ng komunidad sa bansa. May populasyon na 1.7
milyong katao, higit sa kalahati ng mga naninirahan sa County ay nagsasalita ng wika maliban sa
Ingles sa kanilang tahanan kung ikukumpara sa 20% ng populasyon ng Estados Unidos sa
parehong demograpiko.

Dahil sa aming multicultural na batayan, kinikilala ng VTA ang mga oportunidad nito at mga
obligasyon sa pamamagitan ng proactive na pagtitiyak na ang aming mga patakaran, serbisyo at
programa ay naihahatid ng mga kagamitan at proseso ng komunikasyon na napapabilang at
mabisa. Sa pamamagitan ng mga kilos na ito, maaari naming tiyakin na walang sinuman, sanhi
ng kanilang lahi, kulay o pinagmulang bansa ay tinanggihan ng makabuluhang paraang gumamit
ng aming mga serbisyo, programa at impormasyon ng transportasyon.

Sinusuportahan ng VTA ang pakay ng Title VI at ng mga Executive Order nito sa Limitadong
Kasanayan sa Ingles o Limited English Proficiency (LEP) at Environmental Justice upang
maghandog ng mainam na paraang makagamit ng mga serbisyo, proyekto aktibidad nito sa mga
mababang kita, menoridad, at may limitadong kasanayan ng mga tao sa Ingles .

Matindi ang pananagutan ng VTA sa pag-abot ng mga kahilingan nito sa pamamahala sa ilalim ng
Title VI. Ang organisasyon ay nakaayos upang ang superbisyon at pamamahala ng pagbubuo ng
patakaran, pagsasanay, pamamahala sa pagsunod, pag-uulat at pagbabanta ng lahat ng mga
patakaran laban sa diskriminasyon at ang pag-uugnay ng mga ito sa Tltle VI at LEP ay nakatuon
sa iisang departamento; ang Office of Civil Rights. Ang mga empleyado na mula sa bawat isang
dibisyon sa loob ng organisasyon ay makikipagtulungan upang makapagbigay ng kontribusyon sa
tagumpay ng ating Title VI na programa.

Nang may paggalang sa Title VI, ang VTA ay:

= Titiyakin na ang antas at kalidad ng serbisyo ng transportasyon ay ipinagkakaloob
nang walang alintana sa lahi, kulay, o pinagmulang bansa.

= Kilalanin at tugunan, kung naaangkop, hindi kasing taas at iba’t ibang epekto sa
kalusugan ng tao at kapaligiran, kasama na ang mga epekto sa lipunan at ekonomiya
ng mga programa at aktibidad ng mga menoridad at mababang kita na populasyon.

= [taguyod nang buo at patas na paglalahok sa lahat ng mga apektadong populasyon
sa pagdedesisyon sa transportasyon.

= |wasan ang pagtatanggi, pagbabawas, o pagkakaantala ng mga benepisyong may
kaugnayan sa mga programa at aktibidad na nakikinabang sa mga menoridad o
mababang kita na populasyon.

= Tiyakin ang makabuluhang paraang makagamit ng mga programa at aktibidad ng
mga tao ng may limitadong kasanayan sa Ingles.
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PAUNAWA SA PUBLIKO

Ang Santa Clara Valley Transportation Authority (VTA) ay nagbibigay ng paunawa sa publiko ukol
sa mga patakaran nito upang tiyakin ang ganap na pagpapasunod sa Title VI ng Civil Rights Act
ng 1964 at lahat ng mga nauugnay dito na batas. Hinihiling ng Title VI na walang tao sa Estados
Unidos ng Amerika, batay sa lahi, kulay, o pinagmulang bansa, ay hindi isinali, pinagkaitan ng
mga benepisyo ng, o dili kaya'y sasailalim sa diskriminasyon sa ilalim ng anumang programa o
aktibidad ng VTA.

Upang humiling ng karagdagang impormasyon sa Title VI ng VTA at iba pang mga obligasyon ng
laban sa diskriminasyon o para magtanong tungkol sa mga serbisyo ng transportasyon ng VTA,
mga proyekto at pag-aaral nito, mangyari lamang na tumawag sa Sentro ng Serbisyo sa
Kustomer sa (408)321-2300/(408)321-2330 TTY o magpadala ng email sa
customer.service@vta.org. Maaaring ibigay ang mga dokumento sa mga ibang wika maliban sa
Ingles o sa mga format na magpapadali sa paggamit ng mga taong may kapansanan.

Sinumang tao na naniniwala na siya ay hindi isinali, tinanggihan ng mga benepisyo, o dili kaya’y
sumailalim sa diskriminasyon sa ilalim ng anumang serbisyo, programa o aktibidad ng VYA, at
naniniwala na ang diskriminasyon ay batay sa lahi, kulay, o pinagmulang bansa ay maaaring
magsampa ng isang pormal na reklamo. Ang proteksyon na ito laban sa diskriminasyon ay
sumasaklaw rin sa mga atkibidad at programa ng mga ikatlong partido na contractor ng VTA.

Ang mga reklamo laban sa VTA o sa mga ikatlong partido na kontraktor ay maaaring isampa sa
pamamagitan ng kasulatan gamit ang Title VI Complaint na Form (matatagpuan sa ibaba) o sa
pamamagitan ng pagtawag sa (408) 321-5571. Ang mga nakumpleto at nalagdaang mga form ay
maaaring ihulog sa:

Title VI Coordinator

Office of Civil Rights

Santa Clara Valley Transportation Authority
3331 North First Street, B-1

San Jose CA 95134

Kung hindi mo nagawang magsampa ng reklamo sa pamamagitan ng kasulatan, ang iyong
sinalitang(o sinasabing) reklamo ay tatanggapin at isusulat ng Title VI Coordinator. Upang
magsagawa ng sinasabing reklamo, tumawag sa (408)321-5571. Ang mga reklamo ay dapat na
isumite sa loob ng 180 araw nang naparatang na kilos na may diskriminasyon (o ang huling
kaganapan nito).

Ang mga reklamo ay maaari rin isampa nang direkta sa Equal Employment Opportunity
Commission (EEOC) www.eeoc.gov; Federal Transit Administration (FTA) www.fta.dot.gov; o sa
Department of Fair Employment and Housing (DFEH) www.dfeh.ca.gov. Mangyari repasuhin ang
impormasyon sa website ng bawat ahensya para sa mga detalye sa pagsasampa ng reklamo sa
ilalim ng Title VL.
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Proseso ng Pagrereklamo

Ang Santa Clara Valley Transportation Authority (VTA) ay nagbibigay sa lahat ng mga
mamamayan ng patas na access sa lahat ng mga serbisyo nito sa transportasyon. Ito ay
pandagdag sa layunin ng VTA, na lahat ng mga mamamayan ay may kaalaman sa kanilang mga
karapatan sa nasabing access. Ang site na ito ay nilikha upang magsilbi bilang isang
nakapagtuturong kagamitan para sa mga mamamayan upang maunawaan nila ang isa sa mga
batas ng karapatang sibil na nagpoprotekta sa kanilang benepisyo sa mga programa at serbisyo
ng VTA, partikular na rito, dahil nauugnay ito sa Title VI ng Civil Rights Act ng 1964.

Ano ang Title VI?

Ang Title VI ay isang seksyon ng Civil Rights Act ng 1964 na hinihiling na “Walang tao sa Estados
Unidos na batay sa lahi, kulay o pinagmulang bansa, ay di makakasali sa, o mapagkakaitan ng
mga benepisyo ng, o sumailalim sa diskriminasyon sa ilalim ng anumang programa o aktibidad
na tumatanggap ng tulong pananalapi ng pederal.” Tandaan na ang Title VI ay hindi tumutugon
sa diskriminasyon laban sa kasarian. Sumasaklaw lamang ito sa lahi, kulay at pinagmulang bansa.
Ipinagbabawal ng ibang mga batas hinggil sa Karapatan Sibil ang diskriminasyon sa kasarian.

Sino-sino ang mga Taong may Limited English Proficient (Limitadong Kasanayan sa Ingles)?
Ang mga taong hindi nagsasalita ng Ingles bilang kanilang pangunahing wika at iyong mga may
limitadong kakayahan na magbasa, magsalita, magsulat, o umunawa ng Ingles ay maaaring
limitado ang kasanayan sa Ingles, o may “LEP.” Ang mga taong ito ay maaaring may karapatan sa
tulong sa wika bilang ugnay sa partikular na uri ng serbisyo, benepisyo, o pagtatagpo.

Ang iba’t ibang pakikitungo batay sa kawalan ng kakayahan ng taong magsalita, magbasa,
magsulat, o umunawa ng Ingles ay maaaring isang uri ng diskriminasyon sa pinagmulang bansa.

Paano ako magsasampa ng reklamo?

Kung ikaw ay naniniwala na ikaw ay pinakitunguhan nang may diskriminasyon ng VTA batay sa
iyong lahi, kulay o pinagmulang bansa, ikaw ay may karapatan na magsampa ng reklamo sa VTA
Title VI Coordinator. Kailangang isampa ang reklamo nang hindi tatagal sa 180 araw na base sa
kalendaryo nang maganap ang naparatang na pangyayari ng diskriminasyon.

Mga Paraan sa pagsasampa ng Reklamo
Ang pinipiling paraan ay ang pagsasampa ng iyong reklamo sa pamamagitan ng kasulatan gamit
ang Form para sa Reklamo sa ilalim ng Title VI (Title VI Complaint Form), at ipadala ito sa:

Title VI Coordinator

Office of Civil RIghts

Santa Clara Valley Transportation Authority
3331 North First Street, B1

San Jose, CA 95134

Ang mga sinasalitang(sinasabing) reklamo ay tatanggapin at isusulat ng Title VI Coordinator.
Upang magsagawa ng sinasabing reklamo, tumawag sa (408) 321-5571 at hanapin ang Title VI
Coordinator. Ang mga reklamo ay maaari rin isampa sa pamamagitan ng mga panlabas na
entidad tulad ng Equal Employment Opportunity Commission (EEOC) www.eeoc.gov; Federal
Transit Administration (FTA) www.fta.dot.gov; o Department of Fair Employment and Housing
(DFEH) www.dfeh.ca.gov. Mangyari repasuhin ang impormasyon sa website ng bawat ahensya
para sa mga detalye sa pagsasampa ng reklamo sa ilalim ng Title VI.
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Kung sabay na magsampa ng reklamo sa VTA at panlabas na entidad, ang panlabas na reklamo
ang magpapawalang-bisa sa naunang reklamo sa VTA at ang mga pamamaraan para sa reklamo
ng VTA ay pansamantalang ihihinto habang nakabinbin ang mga matutuklasan ng panlabas na
entidad.

Mga imbestigasyon

Sa loob ng 10 araw ng trabaho pagkatanggap ng pormal na reklamo, ang Title VI Coordinator ay
aabisuhan ang nagrereklamo at mag-uumpisa ng isang imbestigasyon (maliban kung ang
reklamo ay nakasampa sa isang panlabas na entidad muna o kasabay ito).

Ang mga imbestigasyon ay tutugon sa mga reklamo na laban sa alinmang (mga) departamento
ng VTA. Ang imbestigasyon ay isasagawa bilang kaugnay at sa ilalim ng payo ng Employee
Relations Department (Departamento ng Ugnayan ng Empleyado).

Maaaring kabilang sa imbestigasyon ang (mga) talakayan ng reklamo sa lahat ng mga
apektadong partido upang matiyak ang problema. Ang nagrereklamo ay maaari kinakatawan ng
isang abogado o iba pang kinatawan na kaniyang pinili at maaaring magdala ng mga saksi at
magpakita ng salaysay(patotoo) at katibayan sa tagal ng imbestigasyon.

Ang imbestigasyon ay isasagawa at matatapos sa loob ng 60 araw pagkatanggap ng pormal na
reklamo.

Batay sa lahat ng mga natanggap na impormasyon, isang ulat ng imbestigasyon ay isusulat ng
Title VI Coordinator para isumite sa Chief Administrative Officer.

Ang nagrereklamo ay tatanggap ng liham na nagpapahayag na ang huling desisyon ay ibibigay sa
katapusan ng 60 araw na limitasyon ng panahon. Karamihan sa mga imbestigasyon ay
nakukumpleto sa loob ng 30 araw.

Ipagbibigay-alam sa nagrereklamo ng kaniyang karapatan upang mag-apela sa desisyon. Ang
mga apela ay maaaring isagawa sa Federal Transit Administration, sa Equal Employment
Opportunity Commission, o sa Department of Fair Employment and Housing.
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SANTA CLARA
77 Valley Transportation Authority
Form para sa Reklamo sa ilalim ng Title VI

Santa Clara Valley Transportation Authority (VTA)
Tanggapan ng Karapatang Sibil

Ang VTA ay may pananagutan upang tiyakin na walang taong hindi isasali o pinagkaitan
ang mga benepisyo para sa mga serbisyo nito batay sa lahi, kulay, o pinagmulang bansa,
tulad nang nakalahad sa Title VI ng Civil Rights Act ng 1964, ayon sa pagsususog. Ang
mga reklamo sa ilalim ng Title VI ay dapat na isampa sa loob ng 180 araw mula sa petsa
ng ipinaratang na diskriminasyon.

Ang sumusunod na impormasyon ay kinakailangan upang tulungan kami sa
pagpoproseso ng iyong reklamo. Kung kinakailangan mo ng anumang tulong sa
pagkukumpleto ng form na ito, mangyari makipag-ugnayan sa Title VI Coordinator sa
pamamagitan ng pagtawag sa (408) 321-5571. Ang nakumpletong form ay dapat
maisauli sa VTA Office of Civil Rights, Title VI Coordinator, 3331 North First Street,
Building B-1, San Jose, CA 95134,

lyong Pangalan: Telepono:

Tirahan: Iba pang Telepono:

Lungsod, Estado at Zip Code:

(Mga) taong nadiskrimina laban sa(kung taong iba sa nagrereklamo):

(Mga) Pangalan:

Address ng Tirahan, Lungsod, Estado at Zip Code:

Alin sa mga sumusunod ang pinakamainam na
naglalarawan sa sanhi ng naparatang na
diskriminasyon? (Bilugan ang Lahat Nang Naaangkop) Petsa ng Pangyayari:

= Lahi
= Kulay
= Pinagmulang Bansa (Limitado ang Kasanayan sa Ingles)
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Form para sa Reklamo sa ilalim ng Title VI
Santa Clara Valley Transportation
Tanggapan ng Karapatang Sibil

Mangyari ilarawan ang ipinaratang na pangyayari ng diskriminasyon. lbigay ang mga
pangalan at posisyon sa trabaho ng lahat ng mga empleyado ng VTA na kasangkot, kung
handang mabigay. Ipaliwanag kung ano ang nangyari at sino sa iyong palagay ang may
pananagutan. Mangyari gamitin ang likuran ng form na ito kung kinakailangan ang
karagdagang espasyo sa pagsusulat.

Ikaw ba ay nakapagsampa na ng reklamo sa iba pang pederal, pang-estado o mga lokal na
ahensya? (Bilugan angisa) Oo / Hindi kung oo, ilista ang ahensya / mga ahensya at
impormasyon sa pakikipag-ugnayan sa ibaba:

Ahensya: Pangalan ng Kontak:
Tirahan, Lungsod, Estado at Zip Code: Telepono:
Ahensya: Pangalan ng Kontak:
Tirahan, Lungsod, Estado at Zip Code: Telepono:

Pinapatotohanan ko na aking nabasa ang mga pagbibintang sa itaas at ito ay totoo sa sukdulan
ng aking kaalaman, impormasyon at paniniwala.

Lagda ng Nagrereklamo: Petsa:

I-print o I-Type ang Pangalan ng Nagrereklamo

VTA Office Use Only:

Date Received:

Received By:
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Listahan sa Pakikipag-ugnayan sa Community Outreach at Title VI/LEP

Upang sumunod sa Title VI ng Civil Rights Act ng 1964, ipinagkakaloob ng VTA sa lahat ng mga
tao ang walang kinikilingan at pantay-pantay na access sa lahat ng mga serbisyo at impormasyon
sa transportasyon. Nagtatabi ang VTA ng isang "mailing list”, na gagamitin upang ipagbigay-alam
sa mga organisasyon na nagkakaloob ng mga serbisyo sa mga may kapansanan, menoridad,
mababang kita o mga taong may limitadong kasanayan sa Ingles, ng mga iminumungkahing
programa o pagbabago sa serbisyo ng transportasyon. Hinihikayat ng VTA ang mga organisasyon
o indibiduwal na kusang loob na ipasok ang kanilang impormasyon sa pakikipag-ugnayan sa
mailing list. Mangyaring kumpletuhin ang form sa online (http://apps.vta.org/title6/), sa wikang
Ingles, upang maidagdag sa mailing list. Kung mayroon kayong anumang katanungan,
mangyaring makipag-ugnayan sa VTA sa (408)321-2300, (408)321-2330 TTY o sa pamamagitan
ng email sa customer.service@vta.org
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Updated in 2020 Americans with Disabilities Act Complaint Form

Santa Clara Valley Transportation Authority (VTA)

VTA is committed to ensuring that no person is denied access to its services, programs, or
activities on the basis of their disabilities, as provided by title Il of the Americans with
Disabilities Act of 1990 (“ADA”). ADA complaints must be filed within 180 days from the date of
the alleged incident.

The following information is necessary to assist us in processing your complaint. If you require
any assistance in completing this form, or if you would like to make a verbal complaint, please
contact the ADA Coordinator by calling (408) 321-2300. The completed form must be returned
to the ADA Coordinator, 3331 North First Street, Building B-1, San Jose, CA 95134.

Complainant: Phone:

Street Address: Alt Phone:

City, State, Zip Code

Person Preparing Complaint (if different from Complainant):

Street Address, City, State, Zip Code

Date of Incident:

Please describe the alleged discriminatory incident, including the location(s), if applicable.
Provide the names and titles of VTA employees involved, if available.

Continue to Next Page
1-44
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Description of incident continued:

Have you filed a complaint with any other federal, state, or local agencies? Yes/No (Circle One).
If so, list agency/agencies and contact information below:

Agency Contact Name
Street Address, City, State, Zip Code Phone
Agency Contact Name
Street Address, City, State, Zip Code Phone

| affirm that | have read the above charge and that it is true to the best of my knowledge,
information, and belief.

Complainant’s Signature Date

Print or Type Name of Complainant

Date Received:

Received By:
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Updated in 2020

ADA: Complaint Process

LEY PARA LOS ESTADOUNIDENSES CON DISCAPACIDADES FiSICAS (ADA):
Proceso de Presentacion de Quejas

Santa Clara Valley Transportation Authority (VTA) les brinda a todos los ciudadanos acceso equitativo a
sus servicios de transporte.

Este procedimiento de presentacidn de quejas ha sido establecido con el objetivo de satisfacer los
requisitos de la Ley para los Estadounidenses con Discapacidades Fisicas de 1990 (“ADA”). Puede ser
utilizado por cualquier persona que desee presentar una queja alegando discriminacidn por una
discapacidad, en el suministro de servicios, actividades, programas o beneficios por parte de VTA. La
Politica de Personal de VTA rige las quejas de discriminacidn por discapacidad relacionadas con el
empleo.

Presentacion de una Queja

La queja debe ser presentada a mas tardar 180 dias calendario después del presunto incidente
discriminatorio. El método preferido es presentar la queja por escrito utilizando el Formulario de Quejas
de ADA (que se incluye mas adelante), y enviarlo a:

ADA Coordinator

Office of Diversity and Inclusion

Santa Clara Valley Transportation Authority
3331 North First Street, B1

San Jose, CA 95134

(408) 321-2300

www.vta.org

Las quejas verbales seran aceptadas y transcritas comunicandose con el centro de servicio al cliente de
VTA llamando al (408) 321-2300. También puede presentar quejas ante entidades externas tales como la
Administracion Federal de Transporte (Federal Transit Administration), la Comisién de Oportunidades

Equitativas de Empleo (Equal Employment Opportunity Commission) o el Departamento de Empleo y

Vivienda Equitativos (Department of Fair Employment and Housing). Por favor lea la informacién en los

sitios web de las respectivas agencias a fin de obtener detalles adicionales sobre la presentacién de
guejas relacionadas con ADA.

Si se llegara a presentar una queja ante VTA y una entidad externa simultaneamente, la queja externa
sustituird a la queja ante VTA. Sin embargo, VTA continuara con su propia investigacion de la queja y
publicara los resultados de dicha investigacion.

Investigaciones
Dentro de los 10 dias habiles siguientes a la fecha de recepcién de la queja formal, el Coordinador de
ADA notificard al denunciante y dard inicio a una investigacion.
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Estas investigaciones cubrirdn las quejas contra cualquier departamento de VTA. La investigacién serd
conducida en combinacién y bajo la asesoria del Departamento de Relaciones Laborales.

Esta investigacidon podria incluir una o varias discusiones de la queja con las partes afectadas a fin de
determinar cudl es el problema. El denunciante puede ser representado por un abogado u otro
representante de su eleccién, y durante esta investigacién también puede llevar testigos y presentar
testimonios y evidencia.

La investigacion serd realizada y concluida dentro del periodo de 60 dias posterior a la fecha de
recepcion de la queja formal.

Segun la informacidn recibida, el Coordinador de ADA redactard un informe de la investigacién a fin de
gue sea presentado ante el Director Administrativo.

El denunciante recibird una carta indicando la decisién final a mas tardar al concluir el limite de tiempo
de 60 dias. La mayoria de las investigaciones concluyen dentro de un periodo de 30 dias.

El denunciante serd notificado de su derecho de apelar la decisién. Se puede apelar ante la
Administracion Federal de Transporte (Federal Transit Administration), la Comisién de Oportunidades

Equitativas de Empleo (Equal Employment Opportunity Commission) o el Departamento de Empleo y

Vivienda Equitativos (Department of Fair Employment and Housing).

Todas las quejas por escrito recibidas por el Coordinador de ADA o la persona designada por ella, las
apelaciones ante la Administracion Federal de Transporte, la Comisién de Oportunidades Equitativas de
Empleo o el Departamento de Empleo y Vivienda Equitativos, asi como las respuestas de estas agencias,
seran conservadas por VTA durante un minimo de tres afios.

FORMULARIO DE QUEJAS DE ADA (ADA COMPLAINT FORM)

[-47

Spanish 5/3/2016


http://www.fta.dot.gov/
http://www.eeoc.gov/
http://www.dfeh.ca.gov/
http://www.ada.gov/complaint/

Formulario de Queja de la Ley para los Estadounidenses con Discapacidades Fisicas
Americans with Disabilities Act Complaint Form
Santa Clara Valley Transportation Authority (VTA)

VTA esta comprometida con garantizar que a ninguna persona se le niegue el acceso a sus servicios,
programas o actividades de acuerdo a sus discapacidades, tal como lo estipula el Titulo Il de la Ley para
los Estadounidenses con Discapacidades Fisicas de 1990 (“ADA”-Americans with Disabilities Act). Las
qguejas de ADA deben ser presentadas dentro de los 180 dias siguientes a la fecha del presunto
incidente.

La siguiente informacidn es necesaria para ayudarnos a tramitar su queja. Si usted necesita ayuda para
llenar el formulario o si desea presentar una queja verbalmente, pdngase en contacto con el
Coordinador de ADA (ADA Coordinator) llamando al (408) 321-2300. El formulario debidamente llenado
debera ser enviado al Coordinador de ADA (ADA Coordinator) a 3331 North First Street, Building B-1,
San Jose, CA 95134,

Denunciante: Teléfono:
Complainant: Phone:

Direccién postal: Teléfono alternativo:
Street Address: Alt Phone:

Ciudad, Estado, Cédigo postal
City, State, Zip Code

Persona que prepara el formulario de queja (de ser diferente al denunciante):
Person Preparing Complaint (if different from Complainant):

Direccién postal, Ciudad, Estado, Cddigo postal
Street Address, City, State, Zip Code

Fecha del incidente (Date of Incident):

Por favor describa el presunto incidente discriminatorio, incluyendo el(los) lugar(es) donde tuvo lugar, si
es pertinente. Proporcione los nombres y puestos de los empleados de VTA involucrados, si los conoce.
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Continda en la pagina siguiente

Continuacion de la descripcion del incidente:

¢Ha presentado usted una queja contra alguna otra agencia federal, estatal o local? Si/No
(Encierre una respuesta en un circulo).
Si la respuesta es “Si”, indique a continuacion la agencia o agencias y la informacion de contacto:

Agencia Nombre de contacto
Agency Contact Name
Direccidn postal, Ciudad, Estado, Codigo postal Teléfono

Street Address, City, State, Zip Code Phone

Agencia Nombre de contacto
Agency Contact Name
Direccién postal, Ciudad, Estado, Codigo postal Teléfono

Street Address, City, State, Zip Code Phone

Afirmo que he leido el cargo descrito anteriormente y que, a mi mejor saber y entender, es verdadero.

Firma del denunciante Fecha
Complainant’s Signature Date
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Escriba con letra de imprenta o a maquina el nombre del denunciante

Print or Type Name of Complainant

Spanish 5/3/2016

Fecha en que fue recibida:

Date Received:

Recibida por:
Received By:
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Updated in 2020

Transportation for Individuals with Disabilities; VTA PoLICY
Reasonable Modification Policy and Procedure

Document Number: OPS-PL-0060

Version Number: 01

1.0 Purpose:

Effective on July 13, 2015, the US Department of Transportation’s Americans with
Disabilities Act final rule regarding Transportation for Individuals with Disabilities;
Reasonable Modification of Policies and Practices requires that transit providers make
reasonable modifications to their operating rules and procedures to further ensure that
services are accessible to persons with disabilities (see Federal Register/Vol. 80, No. 49
(80 FR 13253, March 13, 2015. The Federal Transit Administration’s Circular FTA C
4710.1 further explains the final rule at §2.10 & §2.11).

This policy incorporates VT A’s operating rules and regulations with the US Department
of Transportation’s Americans with Disabilities Act reasonable modification final rule,
thereby broadening access to VTA’s buses, light rail vehicles, and paratransit services to
persons with disabilities.

2.0 Scope:

VTA and its contractors shall be responsible for making modifications/accommodations
to operating rules, policies, and procedures when necessary and appropriate to allow
individuals with disabilities to use VTA bus, light rail, shuttle, or paratransit services.

3.0 Responsibilities:

3.1  Coach Operators, Light Rail Operators, Fare Inspectors, Field Supervisors, Transit Patrol
Deputies, and VTA Security staff may encounter the following examples of reasonable
accommodation requests. This list is not exclusive as there may be other requests for
policy, rule, or procedure modifications, not foreseen, that will need to be accommodated.

3.1.A Fare handling assistance, upon request, shall be provided (Coach Operator Rule
Book 7.11). The Operator shall not reach into a passenger’s wallet, purse,
baggage, or clothing to obtain the money or fare media to assist with fare
handling.

3.1.B Passengers eating and drinking on-board a transit vehicle to avoid an adverse
medical situation. (Coach Operator Rule Book 8.12; see VTA Ordinance 98.1
Sec4 (b) 7)

3.1.C Passengers self-administering medicine on-board a transit vehicle (Coach
Operator Rule Book 8.13). The Operator shall not assist the passenger administer
the medication. Passengers are responsible for the disposal of their medical
materials and shall not discard any medical material (sharps, syringes, test strips,
medicine, or other related items) on-board a transit vehicle or in a trash
receptacle at a transit facility (light rail platform, customer service center, transit
center, bus stop or shelter).

Original Date: Revision Date:
/SANYA CLARA Pagelof6
7. Valley Transportation Authority

8/25/15 N/A
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3.2

3.3

3.4

3.1.D Passengers may board separately from their mobility devices (Coach Operator

3.1E

Rule Book 8.9.1). The Operator shall not assist with the operation of the mobility
device.

Coaches shall be positioned at or near a coach stop to avoid obstacles as necessary
or upon request when the Operator determines that it is safe to do so (Coach
Operator Rule Book 5.16).

For further guidance, operators shall contact VTA’s Operations Control Center if
they are not able to provide a requested accommodation. No additional data
recording is needed for the provision of reasonable modifications.

Field Supervisors
3.2.A Shall support Operators in determining if a requested reasonable

3.2.B

modification/accommodation can be met.

Shall interact with passengers to ensure that they are able to use VTA services
through making reasonable modification decisions or by determining alternative
approaches that provide the requested accessibility.

Customer Service/ISR Staff
3.2.A VTA Customer Service/ISR Staff shall enter customer requests for policy,

3.2.B

procedural, or rule modifications in the Customer Service feedback tracking
system. These requests will be identified as Reasonable Modification Requests.
The requests will be forwarded to Customer Service Management/Supervisory
staff.

If VTA Customer Service/ISR Staff receive a customer complaint about a denial
of a request for policy, procedural, or rule modification while using VTA services,
the complaint will be entered into the Customer Service feedback tracking system
and marked as a reasonable modification request denial.

Customer Service Management
3.4.A Customer Service Management staff shall forward customer requests for policy,

3.4.B

procedural, or rule modifications to appropriate VTA staff. Customer Service
Management will record the request’s resolution in the Customer Service database
per direction from responsible VTA staff.

Customer Service Management staff shall request a CCTV data-pack video of a
reported denial of a reasonable modification request. The customer’s report of the
denial with information about the respective incident data pack will be forwarded
to VTA’s ADA Coordinator. CCTV data-pack video may be requested up to 14
days after a reported event by completing a Protective Services CCTV Data-Pack
request form at:
http://thehub.vta.org/divisions/protectiveservices/Documents/Forms.
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3.5

3.6

Responsible VTA Staff

Responsible VTA staff will have 14 calendar days from the date of the request to make a

determination regarding the customer’s request.

3.5.A If the request is approved, customers will be notified in writing.

3.5.B If the request is denied, the staff member who made the decision will provide, in
writing, the reason for the denial and provide an alternative, if possible.

3.5.C If the customer disagrees with the denial or the offered alternative, the customer
can appeal. VTA’s denial notice will include the customer’s reference number
and advise the customer that they will have 21 calendar days from the date of the
denial notice to appeal to VTA’s ADA Coordinator, in writing or by calling the
customer service center. Customers should use their reference number when
filing an appeal.

ADA Coordinator

The ADA Coordinator will review the customer’s appeal and will prepare a packet for an
Appeals Review Committee (ARC) to consider. The appeal packet consists of the
summary of the requested accommodation, the reason(s) why the requested
accommodation was denied, the customer’s appeal, relevant VTA rules, input from the
involved Operator/Field Supervisors, and a copy of any data pack video of the reported
incident.

The ARC is comprised of 3 members from the following departments:

3.6.A ADA Coordinator, or designee

3.6.B Subject Matter Expert (one staff who was not involved in the initial determination
to deny the modification request)

3.6.C Customer Service

Other staff will be consulted by the ARC members, if needed, to review and recommend
a resolution of the Reasonable Modification/Accommodation request denial appeal.

The Appeals Review Committee will respond, in writing, within 21 calendar days of the
date of the appeal. If the denial is overturned, the ARC will respond to the customer, in
writing, explaining their decision. If the denial is upheld, the ARC will provide, in
writing, a detailed explanation as to why the accommodation cannot be made. An
alternative approach to achieve service access pursued by the requested accommodation
will be recommended to the customer. The determination made by the ARC will be final.

All information regarding customer requests for reasonable modifications and appeals
will be entered into the Customer Service feedback tracking system.
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4.0

Policy:

VTA will make reasonable modifications/accommodations to its operating policies,
practices and procedures to help ensure that transportation services are accessible to all
passengers.

Though transit agencies are not required to make modifications that are considered
unreasonable, the final rule obligates them to work with customers to find reasonable
alternatives.

When a request for modifications/accommodations to operating policy, practice, or
procedure is determined to be unreasonable, VTA will collaborate with the requesting
customer, or designated representative(s), to find an alternative policy, practice, or
procedural adjustment to allow the customer to use VTA transportation services.

The following is a list of accommodation requests that USDOT has identified as being
unreasonable. Transit operators are not required to provide these accommodations.

This list is not exclusive as there may be other scenarios, not foreseen, that cannot be
accommodated.

4.1  Personal Care Attendant (PCA) assistance by an operator

4.2 Assistance with luggage and packages

4.3 Fare payment by operators, or non-payment

4.4  Operator care for service animals

45  Hand-carrying passengers

4.6  Specification of vehicles or special equipment in a vehicle

4.7  Exclusive or reduced capacity paratransit (single passenger) trip

4.8  ADA Paratransit trips beyond the defined service area or operating hours
4.9 A stop and wait at an intermediate location during an ADA paratransit trip
4.10 Arequest that creates a hazard for a vehicle, the operator, or other passengers
4.11  Arequest for a specific driver

4.12 A request to avoid other passengers on an ADA paratransit trip
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5.0

6.0

7.0

Training Requirements:

Under the direction of VTA’s Employee Training and Development Department,
management will be responsible for training their respective staff on how to respond to
customer requests for reasonable modifications/accommodations. Training will be
provided to staff initially and on an ongoing basis.

5.1

5.2

5.3

5.4

5.5

Coach and Light Rail Operators will be trained during initial training and during
their respective technical training refresher classes.

Field Supervisors, Superintendents, and Radio Dispatchers will receive initial
training on the reasonable modifications/accommodation regulations. Periodic, as
needed, refresher training will be provided by Operations staff.\

Fare Inspectors and Transit Patrol Deputies will receive initial training on the
reasonable modifications/accommodation regulations. Periodic, as needed,
refresher training will be provided by Operations staff as designated by Protective
Services management.

Customer Service staff will receive initial training on the reasonable
modifications/accommaodation regulations. Periodic, as needed, refresher training
will be provided by Customer Service management.

The ADA Coordinator will work with Customer Service management and
designated Operations staff to ensure that the members of the Appeal Review
Committee are apprised of information regarding reasonable
modifications/accommodation complaint processing and appeal review.

Definitions:

6.1

6.2

Reasonable Modification/Accommodation: A change to an operating policy,
practice, or procedure in order to enable persons with disabilities to use public
transportation.

Unreasonable Modification/Accommodation: A change to an operating policy,
practice, or procedure that would pose a danger to the operator or others, is not
necessary to achieve service accessibility, is burdensome, or would significantly
change the nature of the service.

Summary of Changes:
Initial release of this policy.
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Updated in 2020

Personal Data Card, Certification and Authorization Y
for Release of Protected Health Information A

Please read, sign, date and mail to VTA Eligibility Department, 3331 N. First St, San Jose, CA 95134. This form can also
be dropped off at VTA, 3331 N. First St, San Jose, CA 95134.

Applications for individuals who are under the age of 18 years, must be completed by the applicant’s parent, legal guardian or custodian.

If an applicant is 18 years or older, but is unable to complete the application because of a physical or vision impairment, the applicant must
have given permission to the person completing the application. Applications for individuals 18 years of age or older with cognitive
impairments, must be completed by the applicant’s legal guardian or custodian.

Applications that do not meet the above criteria will not be processed. Thank you in advance for your cooperation.
VTA ACCESS Paratransit will contact you for a phone interview.

Section 1: Personal Data  Check one: [ ] New Applicant [ ] Existing Customer

(Paratransit ID # )
Applicant Name: (Mr/Mrs/Ms - circle one)
Birthdate:
Application Information:
Address: City:
State: Zip:
Home Phone Number: Cell Phone Number:
Best time(s) to call: Email:
Primary Language:
What is your primary disability and/or most limiting condition?
Do you use any mobility aids or specialized equipment? [ ] Yes [ ] No
If you answered “Yes” please check all that apply:
[ JCane [ |White Cane [ ]Walker [ ]Crutches [ |Manual Wheelchair
[ ]Power Wheelchair [ JPower Scooter [ ]Leg Braces [ ]Respirator [ ]Portable Oxygen Tank
[ ]Prosthesis [ ]Service Animal [ ]Speech Devices [ ]Communication Board [ | Other
Do you need any future written information provided to you in an accessible format? [ ] Yes [ ] No

If “Yes”, please check the format you prefer: [ ] Email [ ] Diskette [ ] Audio Tape [ |Braille [ ] Large Print
Would you be interested in learning more about mobility options and travel training? [ ] Yes [ ]No

Continued on back
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Emergency Contact Name:

Relationship to Applicant: Phone Number (s):

Address: City: State: Zip Code:

Section 2: Authorization for Release of Protected Health Information

I understand the protected health information provided during the application and interview process will be kept confidential
and shared only with the following professionals or providers as necessary to determine eligibility and provide paratransit
services, and for quality assurance/audits to comply with ADA regulations and VTA policy.

Section 3: Authorization to Release Medical Information

(Please include the contact information for your physician or licensed professional, who can verify your disability/ies,

or has knowledge about your disability/ies and functional limitations.)

I hereby authorize:

Name:

Address:

Phone: FAX:

(OPTIONAL) Medical Record/Kaiser Number:

to release the information requested below about my disability or disabilities to VTA ACCESS Paratransit eligibility
representatives/contractors upon request. The information released will be used solely to evaluate my eligibility for VTA
paratransit services as required by the Americans with Disabilities Act, 42 U.S.C. Section 12101 et seq., 104 Stats. 327.

1 understand that I have a right to revoke any Section of this authorization at any time by writing to VTA ACCESS Paratransit
except to the extent that action has already been taken based upon this authorization.

Applicant Signature: Date:

Section 4: Applicant Certification (Please sign)
All applicants must sign the completed application. If this application has been completed by someone other than the person
requesting certification, the person who completed the application must provide the following information:

Name of Person Assisting Applicant:

Relationship to Applicant:

Address City State Zip Code
Phone Number: Alternate Number:
Signature: Date:

By signing this application, you are certifying under penalty of perjury under the laws of the State of California, that the
foregoing is true and correct.

Applicant/Legal Guardian/Conservator Signature: Date:
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FACT SHEET: Title VI

What is Title VI?

Title VI is a federal regulation that requires that no person in the United
States of America shall, because of race, color, or national origin be
excluded from participation in, be denied the benefits of, or be otherwise
subjected to discrimination under any program or activity that receives
federal assistance.

Who is Protected Under Title VI?

Title VI protects everyone regardless of race, color, or national origin. It has two
administrative directives; environmental justice protects low-income and/or minority
communities, and limited English proficiency (LEP) protects individuals whose primary
language is not English. Limited English proficient individuals have limited ability to read,
speak, write or understand English. LEP individuals may be competent in English for certain
types of communication (e.g., speaking or understanding), but still have Limited English
Proficiency in areas such as reading or writing.

Does Title VI only Protect U.S. Citizens?

No, Title VI protects all persons in the Unites States whether or not they are U.S. citizens.

How Does the Community Benefit from Title VI?

Free language line assistance is available to customers in their primary language.
Customers can call (408) 321-2300 to request assistance.
The Language Line can be used for:

¢ Bus and light rail trip planning information.
¢ Information on how to purchase a Clipper® Card.
* Free language assistance at VTA meetings.

¢ Free interpreters and/or translation of documents.

How Does VTA interact with the Community regarding Title VI?

VTA seeks our customers’ input when considering changes to bus routes, fares or
improving our bus stops and services. Our customers’ input enables us to make decisions
that serve our community’s interest. Scheduled VTA meeting dates, times, and locations are
advertised in (a) VTA Take-One (VTA's on-board newsletter), (b) VTA’s website: www.vta.org,
(c) local mainstream and ethnic newspapers, (d) community centers, () libraries, and

(f) neighborhood markets, among others.

Santa Clara Valley Transportation Authority
3331 North First Street, San Jose, CA 95134 www.vta.org
Customer Service: (408) 321-2300
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Muic VI (Vietnamese)

Muic VI lag gi?

Muic VI I modt quy fionh liedn bang yedu cadu raéng khodng ngdoei naeo & Hoa Ky, vi lyi do chufing todc,
magu da, hoagc nguoan goac quoac gia bo loaii trdg tham gia, bo tde chodi calic quyean 15, hoaéc bo phadn bieit
fiodi X0 boli badt kys choong trinh hoaéc hoait flodng nago nhadn tr6i giulp taei chinh liein bang.

Muic VI Baiio Veda Nhoong Ai?

Muic VI batio veéi moii ngdoei badt ked chuing todc, maeu da, hoagc nguoan godc quodc gia. Muic VI coil hai
hodung dadn haenh chinh; codng baéng ved modi trodeng balo ved nhodng codng fioang cou 16ii tduc thadp vay
hoaéc thiedu sod, vaekhodng thaenh thaio tieang Anh (limited English proficiency, LEP) baiio ved nhdong
ngdoei mae ngodn ngdd chinh khoang phadi ke tiedng Anh. Nhodng ngdei khodng thaenh thaio tiedng Anh
(LEP) coukhai naéng hain ched khi fioic, noui, viedt hoaéc hiedu tiedng Anh. Nhodng ngdoei LEP cou thed
thagnh thaio tiedng Anh fiodi voli catc daing giao tieap nhaat fionh (vi dui nhd noti hoaée hiedu), nhong
vaan ke Khoang Thaenh Thaio Tiedng Anh trong catc lonh voic nho fioic hoaée viedt.

Cou phaii Muic VI cha Bailo Vea codng dadn Hoa Kyo khoang?
Khoang phatii, Muic VI bafo ved tadt cal mofi ngdoei taii Hoa Kyo badt ked hof
lao coang dadn Hoa Ky hay khoang,

Quyean Léii cuda Coing Noang theo Muic VI?
Coll fi00eng dady troi giuup ngodn ngdd miedn phi daenhcho calc haonh khaich bagng ngodn ngdd chinh cuda
hoi. Catic hapnh Khatich coii thed goii sod (408) 321-2300 fied yedu cadu trd giuip. Nodeng Dady Ngodn Ngoo
cou thed so0 duing cho:

1 Thoang tin hoaich fionh chuyedn i cho xe buyut vao xe fiieén.

1 Thoang tin ved caich thélc mua Thed Clipper®.

-

Trdi giutpingodn ngdo miedn phi taii catc buodi hoip cutia VTA.

1 Miedinphi thoing doch viedn vae/hoaéc thoang doch catc taei liedu.

Cauch Thduc VTA td8ng tauc voui Codng Noang theo Muic VI?

VTA ghi nhaén yi kiedn fioing goup cuda haenh khatch khi xem xelt calc thay fiodi ved tuyedn xe buyut,

giall ve hoac caii tien callc bean xe buyit vag catie doch vui. YU kiean fioting goiip cutia caiic haonh khaich cho
phetp chutng todifida ra calc quyedt fionh nhaém phuic vui 167 ich cuda coding fioang. Ngaey, gity va fita
fiieam calic buodi hoip cuta VTA fiad ledn loch fiooic fiaéng trong (a) “VTA Take-One” (baln tin tredn xe
cuia VTA), (b) trang maing cuia VTA: www.vta.org, (c) bato chi chinh doeng va cufia cauc codng floang
ngdoei thiedu sod, (d) calc trung tadm codng fioang, (e) calc tho viedn, va (f) cauc chdi trong khu phoa,
trong sod nhddng nguoan cung cadp thodng tin khatc.

Santa Clara Valley Transportation Authority
3331 North First Street, San Jose, CA 95134 www.vta.org
Customer Service: (408) 321-2300 1-69 TITLE VI 10.1.20




Updated in 2020
Geographical Language Search Tool Process

1. Determine which languages are spoken in different parts of the County? Click on “VTA CENSUS”

e — ;_' %

¥ The Hub [ vtagis/maps/ X leb s b W “Karen

(6] ‘ @ vtagis/maps/ m
it Apps @ SharePoint

(- SalesForce Imported FromIE [ Timecard [} Creative Services on 9 GovDelivery On The Move 2017 (g} Kimley-Horn Sharefi

Other bookmarks

Map Overview ~ Back To Beginning ©

PARCEL FINDER

TRANSPORTATION PLANNING

LRT ASSETS

ASSET MANAGEMENT

VTA CENSU:

VTA TRANSIT

SANTA CLARA COUNTY HABITAT CONSERVATION PLAN

SANTA CLARA COUNTY HIGHWAY TRANSPORTATION OPERATIONS SYSTEMS (TOS)

VTA TRANSPORTATION SYSTEMS MONITORING PROGRAM (TSMP)

SCAR BRT PUBLIC OUTREACH AND CONSTRUCTION WEB SCAR BRT EDITABLE

CMP INTERSECTIONS AND FREEWAY LEVEL OF SERVICE

VTA'S BART TO SILICON VALLEY EXTENSION

VTA'S COMMUNITY RELATIONS AND OUTREACH

OR...

Start Exploring

by OpenStrestMap, under CC BY SA

vtagis/CENSUS
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2. Mouse-over to Cupertino, and zoom-in using your roller ball on the mouse, or by clicking the “+”

/ ¥ The Hub x Y [ vtagis/maps/

X / ¥a Census Web Service

C | ® rovgis02.vta.org/w

Census Web Service

Navigation Charts Tasks Analysis

() ‘e @ + =

Home  Identify Pan ZoomIn  Zoom Out

VTA Census Data

This web service includes data from 2010 Census, ACS
2011-2015, LEHD Jobs, and Communities of Concern. This
data is managed in a PostgreSQL database by Ya Wang.

For general questions contact Krystal Phaneuf, x5549 or
Marshall Ballard, x 5718.

mli?viewer=census w ]
i Apps [@ SharePoint (. SalesForce Imported fromIE [ Timecard [ Creative Serviceson 8§ GovDelivery On The Move 2017 (§ Kimley-Horn Sharefi
Santa Clara Valley

For questions specific to the data, contact Ya Wang, x5660.

FreedCamp Other bookmarks

Transportation Q Sign in @
Authority

Find Data .
) 2 - ng 2 L4 Y

View  Full Extent  Previous Extent Bookmarks Google Help Documents Rep
Streetview Issu ke
Request

Iwant to...

Burbank

en Tr

tal Phaneuf VTA: Ya Wang, VTA tal Phaneuf, VTA | County of Santa Clara, Esri, HERE. Garmin, NGA, USGS | Esri, H.

11:18 AM
6/19/2017
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3. In the bottom left, select the “Layers” tab

Uncheck everything except for “Basemap” and “ACS 11-15 by City/Place”

0 = e

/ xi The Hub x [ viagis/maps/ %/ ¥a Census Web Service x \§

C | ® rovgis02.vta.org/w
Apps E) SharePoint SalesForce Imported FromIE [ Timecard [J Creative Services on ﬁ GovDelivery On The Move 2017 (§ Kimley-Horn Sharefi

FreedCamp Other bookmarks
Santa Clara Valley
Census Web Service Transportation

S
Authority Q il @

Navigation Charts Tasks Analysis Find Data X

? o I =+ © @© s M v
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Home Pan ZoomIn  Zoom Out Bookmarks
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% I want to

Filter Layers... @ | Filter

# 2010 Census Block Group

«| 2010 Census Tract )
Milpitas

¥ ACS 11-15 Block Group

# ACS 11-15 Tract

<

ACS 11-15 by City/Place

¥ ACS 11-15 Countywide

| City Boundaries [
Neighborhoods Sunnyvale

CalEnviroScreen —
Santa

LEHD Jobs = Cara

Title VI by Block Group = Mt Hamilton
| Titlevl Organizations [
Meridian Burbank

Communities of Concern Cupertino

Santa Clara County Address Points =

VTA Transit
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al Phaneuf, VTA: Ya Wang, VTA tal Phaneuf, VTA | County of Santa Clara, Esri, HERE, Garmin, NGA, USGS. NPS
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6/19/2017
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4. In the left menu bar, under “ACS 11-15 by City/Place” select “Speak English Less Than Well”
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Park
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R
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[0 [ Language Spoken >
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Top 5 Foreign Languages
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5. In the Charts Tab, select “point”. Click on Cupertino. Select “View Charts”.

—
/ wa The Hub X X [} vtagis/maps/ X J ¥a Census Web Service X \ ¥a Census Web Service X \ ¥A Census Web Service X
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Santa Clara Valley
Census Web Service Transportation Search Q  signin @
Authority
Navigation Charts Tasks Analysis Find Data X

e & ®@ © © @ ¢« sl

Pan ZoomIn ZoomOut Initial View  Full Extent  Previous Extent Bookmarks Help Documents

Results (1 = x I want to...
1 Results Found %

£ (1) Speak English Less Than Well TopSF > | ==+
oreign Languages
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»

[
Krystal Phaneuf, \/ITA- Ya Wang, VTA | Krystal Phaneuf. V‘T‘A | County of Santa Clara, Esri, HERE, Garmin, NGA, USGS. NPS | ...

s =

-
il select charts b - X
5,968
613
é Cupertino city 844 foreign_tongue_pop1 (chinese)
© . mforeign_tongue_pop4 (hindi)
foreign_tongue_pop3 (japanese)
1129 foreign_tongue_pop2 (korean)
mforeign_tongue_pop5 (persian)
432
@ 400 1,400 3,400 4,400 5,400 6,400
e =k .\ Identity Number of People

1136AM | |

6/19/2017

The top 5 languages in Cupertino per this example in descending order are: Chinese, Hindi, Japanese, Korean, and Persian (Farsi).
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L anquage Line Data Analysis 2019 — Total Minute Usage

Table 13
2019
554?23?; January February March April May June July August September October November December MiTr$lj?elzs

Used
Spanish 1096 1207 1132 | 1134 807 923 |595 781 588 262 652 843 10020
Viethamese 1022 662 683 1124 768 1207 |519 330 177 253 198 347 7290
Mandarin 608 574 1208 781 563 518 [418 458 213 268 235 267 6111
Russian 474 196 292 234 355 276 128 28 7 15 21 5 2031
Farsi 91 240 335 73 43 110 | 42 31 5 0 27 28 1025
Punjabi 5 22 51 199 97 82 0 13 0 0 26 6 501
Cantonese 104 15 52 16 11 24 80 6 0 8 0 41 357
Hindi 44 21 21 17 16 15 36 0 0 4 0 2 176
Korean 37 5 47 9 33 10 0 0 13 15 0 0 169
Urdu 0 0 0 0 0 0 0 0 0 121 0 14 135
Japanese 9 9 38 62 6 0 0 0 0 0 5 0 129
Tagalog 0 0 0 0 31 14 31 18 0 8 0 18 120
Arabic 0 0 7 0 0 14 0 0 18 26 0 0 65
Portuguese 31 0 0 0 0 0 0 0 0 0 0 0 31
French 13 5 0 0 0 0 0 0 0 0 11 0 29
Guijarati 11 0 0 17 0 0 0 0 0 0 0 0 28
Telugu 0 0 0 0 0 0 4 17 0 0 0 0 21
Croatian 0 0 0 0 4 0 10 0 0 0 0 0 14
Haitian Creole 0 0 0 0 0 12 0 0 0 0 0 0 12
Ambharic 0 0 0 0 0 0 0 0 10 0 0 0 10
Bengali 0 0 0 0 9 0 0 0 0 0 0 0 9
Tamil 0 0 0 0 0 0 0 0 0 0 9 0 9
Swabhili 0 0 0 0 0 0 0 0 0 0 0 9 9
Samoan 0 0 5 0 0 0 0 0 0 0 0 0 5
Burmese 0 0 0 0 0 0 0 0 5 0 0 0 5
Tigrinya 0 0 0 4 0 0 0 0 0 0 0 0 4
Toishanese 3 0 0 0 0 0 0 0 0 0 0 0 3

Total
Source: Language Line Data, Calendar Year 2019
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Lanquage Line Data Analysis 2019 — Total Calls Received

Table 15
2019
Calendar . Total
Year 2019 January February March April May June July August September October November December Calls
Received

Spanish 133 143 132 132 105 110 65 105 67 50 118 1230
Vietnamese 94 64 94 49 35 21 22 664
Mandarin 56 81 59 38 556
Russian 38 25 18 11 180

Farsi 12 1 58

Punjabi

Cantonese

Hindi

Korean

Urdu

Japanese

Tagalog

Arabic

Portuguese

French

Gujarati

Telugu

Croatian

Haitian Creole

Amharic

Bengali

Tamil

Swabhili

Samoan

Burmese

Tigrinya
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Toishanese
Total | |
Source: Language Line Data, Calendar Year 2019

I-76



pizano_h
Highlight


Updated in 2020

Lanquage Line Data Analysis 2019 — Average Lenqgth of Call (Minutes)

Table 17

2019

CaleggzligYear January February March  April  May June July August September October November December A\\(/ee?;lge
(Minutes)

Spanish 8.2 8.4 8.6 8.6 7.7 8.4 9.2 7.4 8.8 5.2 9.3 7.1 8.1
Viethamese 10.9 10.7 10.7 120 | 11.3 | 122 | 10.6 9.4 8.4 115 9.0 10.2 10.6
Mandarin 10.9 9.4 14.9 13.2 | 10.2 | 8.8 11.0 11.7 10.1 8.1 7.8 11.1 10.6
RSSE] 12.5 10.3 11.7 13.0 | 9.9 115 | 116 14.0 3.5 7.5 10.5 5.0 10.1
Farsi 13.0 14.1 27.9 146 | 14.3 | 22.0 | 42.0 15.5 5.0 13.5 9.3 17.4
Punjabi 5.0 7.3 17.0 249 | 194 | 20.5 13.0 5.2 6.0 13.1
Cantonese 9.5 7.5 10.4 80 | 110 | 8.0 40.0 6.0 8.0 13.7 12.2
Hindi 14.7 10.5 5.3 170 | 5.3 15.0 9.0 4.0 2.0 9.2
Korean 37.0 5.0 11.8 9.0 | 33.0 | 5.0 13.0 5.0 14.9
Urdu 60.5 14.0 37.3
Japanese 9.0 9.0 38.0 20.7 | 6.0 5.0 14.6
Tagalog 155 | 14.0 | 155 18.0 8.0 9.0 13.3
Arabic 3.5 14.0 18.0 6.5 10.5
Portuguese 31.0 31.0
French 13.0 5.0 11.0 9.7
Gujarati 11.0 17.0 14.0
Telugu 4.0 17.0 10.5
Croatian 4.0 10.0 7.0
Haitian Creole 12.0 12.0
Amharic 10.0 10.0
Bengali 9.0 9.0
Tamil 9.0 9.0
Swalhili 9.0 9.0
Samoan 5.0 5.0
Burmese 5.0 5.0
Tigrinya 4.0 4.0
Toishanese 3.0 3.0

All Languages |
Source: Language Line Data, Calendar Year 2019
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Calendar Year
2018

Spanish
Vietnamese
Mandarin
Russian
Farsi
Cantonese
Korean
Hindi
Punjabi
Tagalog
Arabic
Tigrinya
Japanese
Cambodian
Lingala
French
Toishanese
Ambharic

Shanghainese

L anquage Line Data Analysis 2018 — Total Minute Usage

Somali

Greek

VIEEVEY

Thai

Total

Table 19
2018 Total
January February March April May June July August September October November December Minutes
Used
1447 1232 1843 | 2124 | 2389 | 2570 | 1675 | 2051 1709 1524 1101 768 20433
967 1038 1627 | 1207 | 1100 | 1029 | 1058 1371 1067 1076 880 1158 13578
798 554 609 646 673 483 577 778 442 588 576 496 7220
164 325 101 185 199 218 152 292 178 274 228 306 2622
97 71 198 85 20 35 236 140 70 215 116 176 1459
70 0 19 71 8 88 45 61 153 5 27 54 601
7 41 0 37 5 21 36 27 91 20 40 76 401
5 7 0 46 25 37 34 14 0 0 51 44 263
0 20 0 37 9 0 21 42 0 9 0 7 145
0 8 4 13 0 18 0 13 26 2 11 0 95
0 30 44 0 0 0 4 0 0 0 0 0 78
2 4 0 0 0 14 21 0 4 0 0 0 45
7 0 0 0 0 0 0 0 0 0 0 0 7
0 0 0 4 0 0 0 0 6 0 0 0 10
0 0 0 0 0 5 0 0 0 0 0 0 5
0 0 0 0 0 0 5 0 0 0 0 0 5)
0 0 0 0 0 0 0 0 0 0 0 8 8
0 0 0 5 6 0 0 0 0 0 0 0 11
0 0 0 0 0 0 7 0 0 0 0 0 7
0 0 0 0 0 0 0 0 10 0 0 0 10
0 0 0 0 0 0 0 0 0 5 0 0 5
0 0 0 0 0 0 0 0 0 0 6 0 6
0 0 0 0 16 0 0 0 0 0 0 0 16

Source: Language Line Data, Calendar Year 2018
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Calendar Year

2018

Spanish
Vietnamese
Mandarin
Russian
Farsi
Cantonese
Korean
Hindi
Punjabi
Tagalog
Arabic
Tigrinya
Japanese
Cambodian
Lingala
French
Toishanese
Ambharic

Shanghainese

Somali
Greek
Visayan
Thai

Lanquage Line Data Analysis 2018 — Total Calls Received

Table 21
2018 Total
January February March April May June July August September October November December Calls
Received

157 138 206 211 | 227 | 218 172 209 164 166 113 86 2067

105 97 132 111 | 96 98 100 126 86 90 75 100 1216

72 62 52 54 64 49 65 75 49 53 62 44 701

14 21 12 12 14 26 10 17 12 20 17 30 205

8 5 17 6 1 2 18 8 4 19 9 13 110
9 0 3 5 1 6 4 6 8 1 4 4 51
1 3 0 4 1 3 5 2 9 2 3 7 40
1 1 0 3 3 3 1 3 0 0 4 2 21
0 2 0 4 1 0 3 5 0 2 0 1 18
0 1 1 1 0 1 0 2 1 1 1 0 9
0 3 4 0 0 0 1 0 0 0 0 0 8
1 1 0 0 0 1 1 0 1 0 0 0 5
2 0 0 0 0 0 0 0 0 0 0 0 2
0 0 0 1 0 0 0 0 1 0 0 0 2
0 0 0 0 0 2 0 0 0 0 0 0 2
0 0 0 0 0 0 1 0 0 0 0 0 1
0 0 0 0 0 0 0 0 0 0 0 1 1
0 0 0 1 1 0 0 0 0 0 0 0 2
0 0 0 0 0 0 1 0 0 0 0 0 1
0 0 0 0 0 0 0 0 1 0 0 0 1
0 0 0 0 0 0 0 0 0 1 0 0 1
0 0 0 0 0 0 0 0 0 0 1 0 1
0 0 0 0 1 0 0 0 0 0 0 0 1

Source: Language Line Data, Calendar Year 2018
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Lanquage Line Data Analysis 2018 — Average Lenqgth of Call (Minutes)

Calendar Year
2018

Spanish
Vietnamese
Mandarin
Russian
Farsi
Cantonese
Korean
Hindi
Punjabi
Tagalog
Arabic
Tigrinya
Japanese
Cambodian
Lingala
French
Toishanese
Ambharic
Shanghainese
Somali
Greek
Visayan
Thai

Table 23
2018
January February March April May June July August September October November December A\\(/eesrlgge
(Minutes)
9.2 8.9 8.9 10.1 | 105 | 11.8 | 9.7 9.8 104 9.2 9.7 8.9 9.8
9.2 10.7 123 | 109 | 115 | 105 | 10.6 10.9 124 12.0 11.7 11.6 11.2
11.1 8.9 11.7 | 12.0 | 105 | 9.9 8.9 104 9.0 11.1 9.3 11.3 10.3
11.7 155 8.4 154 | 142 | 84 | 15.2 17.2 14.8 13.7 134 10.2 13.2
12.1 14.2 116 | 142 | 20.0 | 175 | 131 17.5 17.5 11.3 12.9 13.5 14.6
7.8 6.3 142 | 80 | 147 | 11.3 10.2 19.1 5.0 6.8 13.5 10.6
7.0 13.7 9.3 5.0 7.0 7.2 13.5 10.1 10.0 13.3 10.9 9.7
5.0 7.0 153 | 83 | 123 | 34.0 4.7 12.8 22.0 13.5
10.0 9.3 9.0 7.0 8.4 4.5 7.0 7.9
8.0 4.0 13.0 18.0 6.5 26.0 2.0 11.0 11.1
10.0 11.0 4.0 8.3
2.0 4.0 14.0 | 21.0 4.0 9.0
3.5 3.5
4.0 6.0 5.0
2.5 2.5
5.0 5.0
8.0 8.0
5.0 6.0 5.5
7.0 7.0
10.0 10.0
5.0 5.0
6.0 6.0
16.0 16.0

Source: Language Line Data, Calendar Year 2018
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Table 44: Language Line Expenses (Calendar Years 2017-2020)

Total Cost
Calendar Year 2017 2018 2019 2020 (Month)

January $3,701.75 | $3,598.57 | $3,599.64 | $1,760.32 $12,660.28
February $4,001.41 | $3,368.30 | $2,984.33 | $1,222.39 $11,576.43
March $4,985.37 | $4,486.20 | $3,930.53 | $1,154.31 $14,556.41
April $4,643.28 | $4,487.60 | $3,723.40 $724.89 $13,579.17
May $5,750.99 | $4,464.05| $2,784.94 $439.81 $13,439.79
June $6,431.45 | $4,525.04 | $3,255.00 $548.13 $14,759.62
July $5,504.92 | $3,903.38 | $1,889.14 $11,297.44
August $8,075.44 | $4,830.12 | $1,693.41 $14,598.97
September $7,265.86 | $3,783.23 | $1,037.68 $12,086.77
October $7,701.44 | $3,753.34 $996.30 $12,451.08
November $7,226.44 | $3,072.03 | $1,186.92 $11,485.39
December $6,337.07 | $3,147.39| $1,585.25 $11,069.71

$71,625.42 $47,419.25 $28,666.54  $5,849.85 \ $153,561.06

Total Cost (Year)
Source: Language Line Data, Calendar Years 2017-2020
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Table 45: Language Line Calls (Calendar Years 2017-2020)

Total Calls
Calendar Year 2017 2018 2019 2020 (Month)
January 342 370 349 214 1,275
February 407 334 312 145 1,198
~ March 437 427 334 152 1,350
April 442 413 325 109 1,289
May 554 410 282 58 1,304
~ June 558 409 310 85 1,362
July 530 382 174 1,086
August 775 453 187 1,415
September 674 336 116 1,126
October 724 355 119 1,198
November 659 289 134 1,082
December 545 288 189 1,022

Total Calls (Year)
Source: Language Line Data, Calendar Years 2017-2020
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