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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 I – 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. 
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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 I – 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.   
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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. 
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Updated in 2020 

Figure 1: Santa Clara County Language Proficiency 

 
      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:  

 

• Ensure that the level and quality of transportation service is provided without 

regard to race, color, or national origin.  

• Identify 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.  

33.7%

47%

19.3%

Santa Clara County Language Proficiency

Speaks English "Very Well" and Another Language

English Only

Speaks English "Less than Very Well"
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• Prevent the denial, reduction, or delay in benefits related to programs and 

activities that benefit minority populations or low‐income populations.  

• 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. §§ 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. §§ 

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  
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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.  
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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 Vietnamese 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 

10 Tagalog 0.5 0.5 8.1 

11 Arabic 0.3 0.3 6.3 

12 Hindi 0.2 0.1 7.0 

13 Telugu 0.2 0.1 6.5 

14 Gujarati 0.1 0.2 20.0 

15 Turkish 0.1 0.1 11.0 

16 Fuzhou 0.1 0.1 9.0 

17 Tigrinya 0.1 0.1 5.0 

18 Urdu 0.1 0.0 2.0 

Source: VTA Language Line Data, Calendar Year 2015.  See Appendix I 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, Vietnamese 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. 
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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 Vietnamese 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 

10 Hindi 0.4 0.2 5.3 

11 Amharic 0.3 0.6 17.3 

12 French 0.3 0.4 10.0 

13 Taiwanese 0.2 0.3 15.0 

14 Japanese 0.2 0.1 5.5 

15 Somali 0.2 0.1 3.5 

16 Italian 0.2 0.1 3.0 

17 Punjabi 0.1 0.1 8.0 

18 Arabic 0.1 0.1 5.0 

19 Samoan 0.1 0.0 3.0 

20 Armenian 0.1 0.0 2.0 

21 Urdu 0.1 0.0 2.0 

Source: VTA Language Line Data, Calendar Year 2014.  See Appendix I 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, Vietnamese 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. 
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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 

1 Spanish (or Spanish Creole) 320,676 17.59% 

2 Chinese 170,758 9.36% 

3 Vietnamese 117,542 6.44% 

4 Tagalog 49,498 2.71% 

5 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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Figure 2: VTA 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) 

 

Language # Persons 
Margin of 

Error 
Percent of Total 

Population 

Total: 1,718,445 ***** - 

  Speak only English 832,327 +/-6,144 48.43% 

  Do Not Only Speak English 886,118 ***** 51.57% 

    Speak English "very well" and another language 520,327 ***** 30.28% 

    LEP (Speak English less than "very well") 365,791 ***** 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% 

Source: US Census Bureau, 2010-2014 American Community Survey See Appendix I 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) 

 

Language # Persons Margin of 

Error 

Percent of Total 

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% 

  Gujarati: 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 I 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), Vietnamese (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 County  51.6% 

Santa Cruz County   31.6% 

Shasta County   8.4% 

Solano County   29.5% 

Sonoma County   25.7% 

Stanislaus County   40.5% 

Tulare County   50.3% 

Ventura County   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 

 Estimate 
Margin of 

Error 
Estimate 

Margin of 
Error 

Estimate 
Margin of 

Error 
Estimate 

Margin of 
Error 

Estimate 
Margin of 

Error 
Estimate 

Margin of 
Error 

Estimate 
Margin of 

Error 

Total 
Population: 

56,286 +/-369 65,039 +/-332 71,577 +/-480 62,773 +/-312 919,117 +/-1,108 110,198 +/-716 133,505 +/-806 

Spanish or 
Spanish Creole: 

459 +/-201 2,557 +/-474 5,068 +/-818 1,134 +/-401 94,294 +/-2,828 5,064 +/-841 7,914 +/-992 

French (incl. 
Patois, Cajun): 

51 +/-60 34 +/-42 142 +/-71 179 +/-99 383 +/-122 66 +/-44 225 +/-105 

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 
Portuguese 
Creole: 

0 +/-29 108 +/-76 65 +/-51 12 +/-21 1,547 +/-248 552 +/-185 161 +/-91 

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, 
Cambodian: 

56 +/-45 54 +/-54 44 +/-57 0 +/-29 1,927 +/-362 92 +/-88 6 +/-24 

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) 

 

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. 

 

 

 

 

 

 

 

 

 

 
 Cupertino Milpitas Mountain View Palo Alto San Jose Santa Clara Sunnyvale 

 Estimate 
Margin 
of Error 

Estimate 
Margin 
of Error 

Estimate 
Margin 
of Error 

Estimate 
Margin 
of Error 

Estimate 
Margin 
of Error 

Estimate 
Margin 
of Error 

Estimate 
Margin 
of Error 

Vietnamese: 175 +/-122 6,095 +/-578 200 +/-124 71 +/-60 60,041 +/-1,966 1,907 +/-495 1,495 +/-397 

Tagalog: 52 +/-69 2,528 +/-486 295 +/-164 63 +/-48 12,612 +/-1,040 1,660 +/-418 1,586 +/-348 

Navajo: 0 +/-29 0 +/-29 0 +/-29 0 +/-29 15 +/-23 0 +/-29 0 +/-29 

Hungarian: 0 +/-29 0 +/-29 0 +/-29 0 +/-29 119 +/-67 0 +/-29 34 +/-40 

Arabic: 0 +/-29 80 +/-79 90 +/-88 16 +/-23 747 +/-235 318 +/-176 146 +/-80 

Hebrew: 91 +/-70 0 +/-29 27 +/-31 74 +/-67 144 +/-139 38 +/-56 197 +/-94 

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

Chinese: 5,960 Vietnamese: 6,095 
Spanish or 
Spanish 
Creole: 

5,068 Chinese: 3,033 
Spanish or 
Spanish 
Creole: 

94,294 
Spanish or 
Spanish 
Creole: 

5,064 
Spanish or 
Spanish 
Creole: 

7,914 

Korean: 1,098 Chinese: 5,281 Chinese: 2,665 
Spanish or 
Spanish 
Creole: 

1,134 Vietnamese: 60,041 Chinese: 3,325 Chinese: 7,082 

Japanese: 878 
Spanish or 
Spanish 
Creole: 

2,557 Russian: 1,063 Korean: 839 Chinese: 31,532 Vietnamese: 1,907 Tagalog: 1,586 

Hindi: 644 Tagalog: 2,528 Korean: 537 Russian: 581 Tagalog: 12,612 Tagalog: 1,660 Vietnamese: 1,495 

Spanish or 
Spanish 
Creole: 

459 Gujarati: 249 Tagalog: 295 Japanese: 500 Korean: 5,708 Korean: 1,305 Korean: 1,105 

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

27.2% +/-0.7 

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 3: Service Area-Wide LEP Concentrations 
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Figure 4: Number of Spanish Speaking Persons – VTA Service Area 
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Figure 5: Number of Vietnamese Speaking Persons – VTA Service Area 
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Figure 6: Number of Chinese Speaking Persons – VTA Service Area
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Figure 7: Number of Tagalog Speaking Persons – VTA Service Area
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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, Vietnamese, 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 

Learners 
Percent of All 

Students 

Spanish 43,610 15.8% 

Vietnamese 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% 

Russian 575 0.2% 

Arabic 383 0.1% 

Hmong 15 0.0% 

All Other Non-English 
Languages 

7,313 2.7% 

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 
Number of Individuals 
Eligible for Medi-Cal 

Percent of County 
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 
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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 Outreach: 

 

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 I 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 

Silicon Valley Council of Non-Profits 
Land Use/Transportation Integration 
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: 

• Refugee and Immigrant Forum of Santa Clara County  

• 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: 

• International Rescue Committee  

Languages: Amharic, Arabic, English, Farsi, Spanish, and Tigrinya 

• Jewish Family Services of Silicon Valley 
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Languages: Arabic, Armenian, English, Farsi, Russian, and Spanish 

• 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 El 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 I for 2020 Update. 

Some other trends from the survey data include: 

• People with fewer vehicles in their household were more likely to consider bus 

and light rail services to be very important.  

• Those who used VTA to get to work were more likely to access the internet via a 

mobile device. 

• 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  
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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 

 
 

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 
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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 
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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 

 
 

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 
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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 
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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 

 

 

 

 

 

 

0

10

20

30

40

50

60

70

80

90

Very Important Somewhat
Important

Don’t use it/No 
opinion

Somewhat
Unimportant

Very Unimportant

Importance of VTA bus service / Number of vehicles in household

None 1 - 2 3 or more



 44  

 

 

Figure 21: All Respondents – Comparing Questions 4 and 13 
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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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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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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. 
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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: 

 

• Language 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. 

• VTA has bilingual staff to provide interpretation at VTA public meetings and 

events. 

• 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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• 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: 

• Providing free Clipper Cards to agencies serving clients that are low-income and 

have limited English proficiency. 

• Providing presentations to CalWORKs clients on the upcoming NEXT Network 

Project. This is significant considering CalWORKs 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. 

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

• 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 I 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 

quantities 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: 

• 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 I for 2020 Update 

• 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, Vietnamese, Chinese 

(both Mandarin and Cantonese), Punjabi and Spanish. 

• 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. 

• Contracted vendors provide review and quality control of the various documents 

that have been translated and provided for public use. 



 54  

 

Updated in 2020 The VTA public website, www.vta.org, 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: 

• 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. 

• 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 I 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.  

• 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.  

• 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 

• Title VI: Notice to the Public 

• Title VI: Fact Sheet 

http://www.vta.org/
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• Title VI: Complaint Process 

• Title VI: Complaint Form 

• Americans with Disabilities Act (ADA): Complaint Form 

• ADA: Reasonable Modification Summary 

• ADA: Reasonable Modification Policy 

• ADA: Grievance Procedure 

• 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: 

• Clipper Card and VTA Day Pass Fact Sheet 

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

• El Camino Real Bus Rapid Transit Project Fact Sheet 

• VTA Silicon Valley Express Lanes Program Fact Sheet 

• VTA’s BART Silicon Valley Phase II 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: 

• VTA paratransit services: Eligibility Brochure 

• VTA paratransit services: Rider’s Guide 

• VTA paratransit services: Reasonable Accommodation Notification 

• VTA paratransit services: Contact Information and Process 

• VTA’s BART Silicon Valley Phase I: Berryessa Station Fact Sheet 

• VTA’s BART Silicon Valley Phase I: Milpitas Station Fact Sheet 

 

For examples of translated versions of some of the above-noted documents, See 

Appendix I 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 I 

for 2020 Update 

 

 In VTA project areas, those languages are typically Spanish, Vietnamese 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 I 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 I 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 $88,558.04 $133,151.51 

 

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 

Year Number of Employees Total 
2017 26 $36,292.45 

2018 18 $29,480.55 

2019 18 $33,391.83 

2020 17 $27,873.86 

Total 79 127,038.69 
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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.  





Valley Transportation Authority (VTA) operates its programs 

and services without regard to a person’s level of ability in 

accordance with the Americans with Disabilities Act of 1990. 

Any person who believes that he or she has been 

discriminated against because of their disability may �le a 

complaint with VTA at www.vta.org, the Federal Transit 

Administration at www.fta.dot.gov, or other agencies. 

Complaints may also be �led by calling VTA’s Customer Service 

Center at (408) 321-2300/TTY: (408) 321-2330. 

Valley Transportation Authority (VTA) opera sus programas y servicios 

sin tomar en cuenta el nivel de capacidad de una persona de acuerdo 

con la Ley para los Estadounidenses con Discapacidades de 1990. 

Cualquier persona que crea que ha sido discriminada por causa de su 

discapacidad puede presentar una queja a VTA en www.vta.org, a la 

Administración Federal de Tránsito en www.fta.dot.gov, u otras 

agencias. Pueden presentarse quejas también llamando al Centro de 

Servicio al Pasajero Customer Service Center de VTA al 

408-321-2300/TTY: 408-321-2330. 408-321-2300.

www.vta.org,
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See Appendix I for 2020 Update 

Language Line Data Analysis 2015 – Total Minute Usage 

Table 13 

Calendar 
Year 2015 

January February March April May June July August September October November December 

2015 
Total 

Minutes 
Used 

Spanish 187 451 431 392 285 384 411 579 482 424 406 293 4725 

Mandarin 192 222 279 237 148 161 243 318 215 209 182 320 2726 

Vietnamese 91 135 91 40 125 82 153 88 158 121 80 283 1447 

Cantonese 75 8 40 2 24 12 61 13 11 10 2 19 277 

Farsi 12 7 5 0 0 13 0 20 18 0 16 8 99 

Japanese 0 0 0 0 8 56 0 7 15 0 8 0 94 

Russian 41 32 0 0 0 0 7 6 0 0 0 0 86 

Korean 7 0 24 8 4 18 18 0 5 0 0 0 84 

Punjabi 0 0 0 0 5 5 0 12 0 20 15 14 71 

Tagalog 23 5 0 0 0 5 0 0 0 6 13 0 52 

Arabic 6 0 0 0 10 5 0 4 0 0 0 0 25 

Gujarati 0 0 0 0 0 0 0 20 0 0 0 0 20 

Hindi 0 0 0 0 0 0 0 0 0 6 8 0 14 

Telugu 0 0 0 0 0 0 0 7 6 0 0 0 13 

Turkish 11 0 0 0 0 0 0 0 0 0 0 0 11 

Fuzhou 0 0 0 0 0 0 9 0 0 0 0 0 9 

Tigrinya 0 0 0 0 0 5 0 0 0 0 0 0 5 

Urdu 0 0 0 0 2 0 0 0 0 0 0 0 2 

Total 645 860 870 657 633 746 902 1,074 910 796 730 937 9760 
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Language Line Data Analysis 2015 – Percentage of Total Minute Usage 

                                                                    Figure 25             Table 14 

 
 

 

Language 
% of Total 

Minute 
Usage 

Spanish 48.4% 

Mandarin 27.9% 

Vietnamese  14.8% 

Cantonese   2.8% 

Farsi   1.0% 

Japanese 1.0% 

Russian   0.9% 

Korean 0.9% 

Punjabi  0.7% 

Tagalog 0.5% 

Arabic  0.3% 

Gujarati 0.2% 

Hindi   0.1% 

Telugu 0.1% 

Turkish   0.1% 

Fuzhou 0.1% 

Tigrinya   0.1% 

Urdu 0.0% 

Total   100% 
Spanish, 48.4%

Vietnamese, 27.9%

Mandarin, 14.8%

Cantonese, 2.8%

Russian, 1.0%

Korean, 
1.0%

Farsi, 0.9%

Punjabi, 0.9%

Hindi, 0.7%

Arabic, 
0.5%

Portuguese, 
0.3%

Amharic, 
0.2%

Tagalog, 0.1%

Japanese, 
0.1%

Cambodian, 
0.1%

Bosnian, 0.1%

French, 0.1%

Turkish, 0.0%

Percentage of Total Minute Usage (2015)
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See Appendix I for 2020 Update 

Language Line Data Analysis 2015 – Total Calls Received 

Table 15 

Calendar 
Year 2015 

January February March April May June July August September October November December 

 2015 
Total 
Calls 

Received 

Spanish 26 56 56 60 41 52 64 79 65 62 57 46 664 

Mandarin 13 18 23 23 17 19 27 31 21 22 23 32 269 

Vietnamese 13 11 9 5 12 12 21 11 18 14 6 26 158 

Cantonese 2 2 3 1 2 2 4 1 2 2 1 2 24 

Farsi 1 1 1 0 0 1 0 1 3 0 1 1 10 

Japanese 0 0 0 0 1 2 0 1 2 0 1 0 7 

Russian 4 1 0 0 0 0 1 1 0 0 0 0 7 

Korean 1 0 1 1 1 4 2 0 1 0 0 0 11 

Punjabi 0 0 0 0 1 1 0 2 0 2 2 1 9 

Tagalog 2 1 0 0 0 1 0 0 0 1 1 0 6 

Arabic 1 0 0 0 1 1 0 1 0 0 0 0 4 

Gujarati 0 0 0 0 0 0 0 1 0 0 0 0 1 

Hindi 0 0 0 0 0 0 0 0 0 1 1 0 2 

Telugu 0 0 0 0 0 0 0 1 1 0 0 0 2 

Turkish 1 0 0 0 0 0 0 0 0 0 0 0 1 

Fuzhou 0 0 0 0 0 0 1 0 0 0 0 0 1 

Tigrinya 0 0 0 0 0 1 0 0 0 0 0 0 1 

Urdu 0 0 0 0 1 0 0 0 0 0 0 0 1 

Total 64 90 93 90 77 96 120 130 113 104 93 108 1178 
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Language Line Data Analysis 2015 – Percentage of Total Calls Received 

     Figure 26  Table 16 

  

 

 

 

 

 

 

 

Spanish, 56.4%

Mandarin, 22.8% Vietnamese, 
13.4%

Cantonese, 
2.0%

Korean, 0.9%

Punjabi, 0.8%

Farsi, 
0.8%

Japanese, 
0.6%

Russian, 0.6%

Tagalog, 
0.5%
Arabic, 
0.3%

Hindi, 
0.2%

Telugu, 0.2%

Turkish, 0.1%

Fuzhou, 0.1%

Tigrinya, 0.1%

Urdu, 0.1%

Gujarati, 0.1%

Percentage of Calls Total Calls Received (2015)
Language 

% of Total Calls 
Received 

Spanish 56.4% 

Mandarin 22.8% 

Vietnamese 13.4% 

Cantonese 2.0% 

Farsi 0.8% 

Japanese 0.6% 

Russian 0.6% 

Korean 0.9% 

Punjabi 0.8% 

Tagalog 0.5% 

Arabic 0.3% 

Gujarati 0.1% 

Hindi 0.2% 

Telugu 0.2% 

Turkish 0.1% 

Fuzhou 0.1% 

Tigrinya 0.1% 

Urdu 0.1% 

Total 100% 
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See Appendix I for 2020 Update 

 

Language Line Data Analysis 2015 – Average Length of Call (Minutes) 

Table 17 

Calendar 
Year 2015 

January February March April May June July August September October November December 

2015 
Yearly 

Average 
(Minutes) 

Spanish 7.2 8.1 7.7 6.5 7.0 7.4 6.4 7.3 7.4 6.8 7.1 6.4 7.1 

Mandarin 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 

Vietnamese 7.0 12.3 10.1 8.0 10.4 6.8 7.3 8.0 8.8 8.6 13.3 10.9 9.3 

Cantonese 37.5 4.0 13.3 2.0 12.0 6.0 15.3 13.0 5.5 5.0 2.0 9.5 10.4 

Farsi 12.0 7.0 5.0   13.0  20.0 6.0  16.0 8.0 10.9 

Japanese     8.0 28.0  7.0 7.5  8.0  11.7 

Russian 10.3 32.0     7.0 6.0     13.8 

Korean 7.0  24.0 8.0 4.0 4.5 9.0  5.0    8.8 

Punjabi     5.0 5.0  6.0  10.0 7.5 14.0 7.9 

Tagalog 11.5 5.0    5.0    6.0 13.0  8.1 

Arabic 6.0    10.0 5.0  4.0     6.3 

Gujarati        20.0     20.0 

Hindi          6.0 8.0  7.0 

Telugu        7.0 6.0    6.5 

Turkish 11.0            11.0 

Fuzhou       9.0      9.0 

Tigrinya      5.0       5.0 

Urdu     2.0        2.0 

All 
Languages 

12.4 
 

11.5 
 

12.0 
 

7.0 
 

7.5 
 

8.6 
 

9.0 
 

9.9 
 

7.1 
 

7.4 
 

9.2 
 

9.8 
 

9.2 

 

 

 



A–7 
 

Language Line Data Analysis 2015 – Average Length of Call (Minutes) 

          Figure 27                                                                          Table 18 

 

 

 

See Appendix I for 2020 Update 

Language 

Yearly 
Average 
(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 

Amharic 20.0 

Tagalog 7.0 

Japanese 6.5 

Cambodian 11.0 

Bosnian 9.0 

French 5.0 

Turkish 2.0 

All 
Languages 

9.2 

7.1

10.3
9.3

10.4
10.9

11.7

13.8

8.8
7.9 8.1

6.3

20.0
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9.0
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Average Length of Call (Minutes) (2015)
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Language Line Data Analysis 2014 – Total Minute Usage 

Table 19 

Calendar 
Year 2014 

January February March April May June July August September October November December 

2014 
Total 

Minutes 
Used 

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

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

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

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

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

Russian 0 55 0 0 0 0 0 30 0 22 4 9 120 

Farsi 7 0 20 0 0 0 0 21 0 0 7 0 55 

Amharic 0 0 20 0 0 17 0 0 15 0 0 0 52 

Tagalog 5 0 0 6 22 0 0 0 13 0 2 0 48 

French 0 0 0 0 0 0 8 0 0 24 0 0 32 

Taiwanese 13 0 0 0 0 0 17 0 0 0 0 0 30 

Cambodian 0 11 0 0 0 0 0 4 0 12 0 0 27 

Hindi 5 0 6 3 0 0 0 0 7 0 0 0 21 

Japanese 0 0 0 0 7 0 0 4 0 0 0 0 11 

Punjabi 0 0 0 0 0 0 0 0 0 0 0 8 8 

Somali 0 0 0 0 0 0 0 0 0 0 7 0 7 

Italian 0 0 0 0 4 2 0 0 0 0 0 0 6 

Arabic 0 0 0 5 0 0 0 0 0 0 0 0 5 

Samoan 0 0 0 0 0 0 3 0 0 0 0 0 3 

Armenian 0 0 0 0 0 0 0 2 0 0 0 0 2 

Urdu 0 0 0 0 0 0 0 2 0 0 0 0 2 

Total 1282 981 680 626 666 570 593 681 940 601 526 782 8928 
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Language Line Data Analysis 2014 – Percentage of Total Minute Usage 

       Figure 28                                                                   Table 20 

 

 

 

 

 

 

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%

Percentage of Total Minute Usage (2014) Language 
% of Total 
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 100% 
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See Appendix I for 2020 Update 

Language Line Data Analysis 2014 – Total Calls Received 

Table 21 

Calendar 
Year 2014 

January February March April May June July August September October November December 

2014 
Total 
Calls 

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 

Total 147 114 79 96 86 70 73 87 97 74 65 90 1078 
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Language Line Data Analysis 2014 – Percentage of Total Calls Received 

       Figure 29                                                                    Table 22 

 

 

 

 

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%

Percentage of Calls Total Calls Received (2014) Language 
% of Total 

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% 
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See Appendix I for 2020 Update 

Language Line Data Analysis 2014 – Average Length of Call (Minutes) 

Table 23 

Calendar 
Year 2014 

January February March April May June July August September October November December 

2015 
Yearly 

Average 
(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 

Vietnamese 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 

8.5 
 

8.7 
 

10.8 
 

5.7 
 

9.5 
 

9.3 
 

10.1 
 

6.8 
 

10.1 
 

11.0 
 

6.1 
 

8.7 
 

7.7 
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Language Line Data Analysis 2014 – Average Length of Call (Minutes) 

       Figure 30                                                                   Table 24 
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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 

All 
Languages 

7.7 
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Appendix B 

 

Title VI Survey  

(LEP Guided Discussion 

Questions) in Various 

Languages 

 

 
 

 

 

 

 

 

 

 

 

 

 



 B–2   Amharic 

Figure 31A – Title VI Survey 



 B–3   Arabic 

Figure 31B – Title VI Survey 



 B–4   Armenian 

Figure 31C – Title VI Survey 



 B–5   Cantonese 

Figure 31D – Title VI Survey 



 B–6   Farsi 

Figure 31E – Title VI Survey 



 B–7   Korean 

Figure 31F – Title VI Survey 



 B–8   Mandarin 

Figure 31G – Title VI Survey 

 



 B–9   Russian 

Figure 31H – Title VI Survey 



 B–10   Spanish 

Figure 31I – Title VI Survey 

 



 B–11   Tagalog 

Figure 31J – Title VI Survey 

 



 B–12   Tigrinya 

Figure 31K – Title VI Survey 



 B–13   Vietnamese 

Figure 31L – Title VI Survey 
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Appendix C 

 

VTA Web Page Links and Blog 

Posts for Title VI Survey 
 

 

 

 

 

 

 

 

 

 

 

 

  

 

 

 

 



 C–2     

Figure 32 – VTA Main Web Page 



 C–3    (1 of 2) 

Figure 33A – VTA Title VI Survey Web Page 



 C–4    (2 of 2) 

Figure 33B – VTA Title VI Survey Web Page 



 C–5     

Figure 34 – VTA Headways Blog Post Email 
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Appendix D 

 

Title VI Survey Graphs and 

Day After Reports 
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VTA Title VI Survey - Question 1: 

Which of the following do you ride on a regular 

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 
Response 

Percent 
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) 
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VTA Title VI Survey - Question 2: 

If you do ride VTA on a regular 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 
Response 

Percent 
Response Count 

Work 45.9% 85 

School 29.7% 55 

Medical Appointments 48.6% 90 

Recreational Use 32.4% 60 

Other (please specify) 27.0% 50 

answered question 181 

skipped question 4 

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) 
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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 
Response 

Percent 
Response Count 

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) 
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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 
Response Count 

Very Important 68.1% 126 

Somewhat Important 12.4% 23 

Don’t use it/ No opinion 10.8% 20 

Somewhat Unimportant 1.0% 2 

Very Unimportant 1.6% 3 

answered question 174 

skipped question 11 

 

Figure 38 – Survey Question 4 (Graph) 

 

 

  

0.0% 20.0% 40.0% 60.0% 80.0%

Very Important

Somewhat Important

Don’t use it/ No 
opinion

Somewhat
Unimportant

Very Unimportant

How important is VTA light rail service to you?



D–6 

 

VTA Title VI Survey - Question 5: 

Are you limited or prevented from any of the 

following because of language? (Check all that are 

“yes”) 

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 
Response 

Percent 
Response Count 

Buying tickets for services provided by VTA. 26.4% 49 

Using services provided by VTA. 12.4% 23 

Getting information about VTA services, projects, or 
activities. 

17.2% 32 

Attending public meetings provided by VTA. 7.0% 13 

answered question 79 

skipped question 106 

 

Figure 39 – Survey Question 5 (Graph) 
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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) 

Answer Options 0 - Not At All 1 - Rarely 
2 - 

Sometimes 
3 - Often 4 - Daily 

Rating 
Average 

Response 
Count 

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 
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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) continued. 

Table 31: Survey Question 6 

 

0.00 0.20 0.40 0.60 0.80 1.00 1.20 1.40 1.60 1.80 2.00

Facebook

Instagram

LinkedIn

Newspaper

Radio

Community Group/Center

TV

Twitter

VTA Website

VTA Customer Service Call Center

511.org

Gov Delivery

Email

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)



D–9 

 

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 
Response 

Percent 
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 
Response 

Percent 
Response Count 

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 

Vietnamese   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 
Response 

Percent 
Response Count 

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) 
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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 

Vietnamese   1.0% 2 

    answered question 136 

    skipped question 49 

 

Figure 41C – Survey Question 8, Part 3 (Graph) 
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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 
Response 

Percent 
Response Count 

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 

Vietnamese   1.0% 2 

    
Answered 

question 135 

    skipped question 50 

 

Figure 41D – Survey Question 8, Part 4 (Graph) 
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VTA Title VI Survey - Question 9: 

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

Table 37: Survey Question 9 

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

Answer 
Options 

0 - Not At All 1 - Not Very Well 
2 - Fairly 

Well 
3 - Well 4 - Very Well Rating Average Response Count 

Speak 10 44 25 13 79 2.63 171 

Read 9 33 23 18 78 2.76 161 

Write 12 38 20 15 73 2.63 158 

Understand 11 30 27 14 77 2.73 159 

answered question 177 

skipped question 8 

 

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 language?  

Table 38: Survey Question 10 

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

Answer Options 
Response 

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 
Response 

Percent 
Response Count 

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 regularly live in your household? 

Table 40: Survey Question 12 

How many people regularly live in your household? 

Answer Options 
Response 

Percent 
Response Count 

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 
Response 

Percent 
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 
Response 

Percent 
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) 
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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 
Response 

Percent 
Response Count 

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 

 
 
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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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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5. 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. 
 

6. 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. 
  

7. 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. 

 
8. 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. 
 

9. 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. 
 

2. 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 

 
Date and Time:  August 1st and 2nd, 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, Vietnamese, 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 Vietnamese 
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 Vietnamese. 
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. 
 

2. 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. 

 
3. 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. 

 
4. 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. 

 
5. 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. 

 
6. 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 15th 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 
 

1. 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. 
 

2. 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. 
 

3. How important is VTA bus service to you? 
 
 Responses: 

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

4. 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. 
 

5. 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 

 

 

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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3. 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. 
 

4. 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. 
 

5. 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. 
 

6. 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. 

 
7. 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. 
 

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

4. 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. 

 
5. 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. 

 
6. 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. 

 
7. 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. 
 
8. 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. 

9. 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 

 
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 4th 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 



 E–3  (2 of 2) 

Figure 49B – American Public Transportation Association Award 
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 F–2  English (1 of 2) 

Figure 50A – VTA NEXT Network Fact Sheet 



 F–3   English (2 of 2) 

Figure 50B – VTA NEXT Network Fact Sheet  

 



 F–4  Spanish (1 of 2) 

Figure 50C –VTA NEXT Network Fact Sheet  



 F–5  Spanish (2 of 2) 

Figure 50D – VTA NEXT Network Fact Sheet 



 F–6  Vietnamese (1 of 2) 

Figure 50E – VTA NEXT Network Fact Sheet 



 F–7  Vietnamese (2 of 2) 

Figure 50F – VTA NEXT Network Fact Sheet 



 F–8  Chinese (1 of 2) 

Figure 50G – VTA NEXT Network Fact Sheet 



 F–9  Chinese (2 of 2) 

Figure 50H – VTA NEXT Network Fact Sheet 

 



 F–10  Tagalog (1 of 2) 

Figure 50I – VTA NEXT Network Fact Sheet 



 F–11  Tagalog (2 of 2) 

Figure 50J – VTA NEXT Network Fact Sheet 

 



 F–12  Korean (1 of 2) 

Figure 50K – VTA NEXT Network Fact Sheet 

 



 F–13  Korean (2 of 2) 

Figure 50L – VTA NEXT Network Fact Sheet 
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Table 1: Language Line Data – Calendar Year 2019 

 
 

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

(Minutes) 

1 Spanish 43.45% 35.38% 8.1 

2 Vietnamese 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 

6 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 

10 Urdu 0.11% 0.48% 37.3 

11 Japanese 0.28% 0.46% 13.3 

12 Tagalog 0.32% 0.42% 13.3 

13 Arabic 0.28% 0.23% 10.5 

14 Portuguese 0.04% 0.11% 31.0 

15 French 0.11% 0.10% 8.3 

16 Gujarati 0.07% 0.10% 14.0 

17 Telugu 0.07% 0.07% 10.5 

18 Croatian 0.07% 0.05% 7.0 

19 Haitian Creole 0.04% 0.04% 12.0 

20 Amharic 0.04% 0.04% 10.0 

21 Bengali 0.04% 0.03% 9.0 

22 Tamil 0.04% 0.03% 9.0 

23 Swahili 0.04% 0.03% 9.0 

24 Samoan 0.04% 0.02% 5.0 

25 Burmese 0.04% 0.02% 5.0 

26 Tigrinya 0.04% 0.01% 4.0 

27 Toishanese 0.04% 0.01% 3.0 

Source: VTA Language Line Data, Calendar Year 2019 
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Table 2: Language Line Data – Calendar Year 2018 

 
Language Number of Calls (%) % of Minutes 

Average Length 
(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% 13.5 

9 Punjabi 0.40% 0.31% 7.9 

10 Tagalog 0.20% 0.20% 11.1 

11 Arabic 0.18% 0.17% 8.3 

12 Tigrinya 0.11% 0.10% 9.0 

13 Japanese 0.04% 0.01% 3.5 

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) 

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

 

Language # Persons 
Margin of 

Error 

Percent of 
Total 

Population 

Total: 1,822,697 ***** - 

  Speak only English 856,183 ±14,213 46.97% 

  Do Not Only Speak English 966,514 ***** 53.03% 

    Speak English "very well" and another language 614,526 ***** 33.72% 

    LEP (Speak English less than "very well") 351,988 ***** 19.31% 

  Spanish or Spanish Creole: 320,676 ±9,575 17.59% 

    Speak English "very well" 206,319 ±8,103 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 ±5,143 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 ±5,293 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 ±4,251 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 ±4,133 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 ±3,316 0.86% 

    Speak English "very well" 11,026 ±2,756 0.60% 

    Speak English less than "very well" 4,704 ±1,266 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% 
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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) 

 

Language # Persons Margin of 

Error 

Percent of Total 

Population 

  Punjabi: 10,741 ±3,404 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 ±2,745 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 
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Appendix I – VTA Language Assistant Card 
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BART Phase I - Berryessa Extension X

BART Phase II - Environmental Document X X X X

BART Phase I - BART Energization X X X X X X

Story-Keyes Complete Streets Corridor Study (Rnd 2 

Public Engagement)
X X X

BART Phase I - Parking Survey X X

Rail Rehab X

Santa Clara Pedestrian Undercrossing (ribbon cutting) X X X X

237 Express Lanes X

Next Network

US 101 Zanker X X

I-680 Soundwalls X

State Route (SR) 85 Guideway Study X X X

I-280/Wolfe Rd. Interchange Improvement X X X X

Bascom Corridor Complete Streets Study (Rnd 1 Public 

Engagement)
X X X X

Tasman Corridor Complete Streets Study (Rnd 1 Public 

Engagement)
X X X X

Senior Outreah Program - Mobility Options Presentations X X

Daycation X

Eastridge to BART Regional Connector X  X  

Cottle Station Transit Oriented Development X

Curtner Staton Transit Oriented Development X X X X X X X  X

Light Rail Enhancement X X

Ohlone Chenoweth Transit Oriented Development X X X X X X X

SR 152 X X

Tamien Station Restricted Parking Notice X X X X

Fare Increase Plan X X X X X

CWC Publication Strategy X

Materials Provided to LEP Community
Provided for/at 

Meetings

~ 2017 ~

PROJECT NAME

APPENDIX I - LEP Efforts by Project per Year
Updated in 2020
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BART Phase II (Benefits Fact Sheet) X

BART Phase II (Project Overview Fact Sheet) X

BART Phase II (Tunneling Fact Sheet) X

BART Phase II (Downtown Fact Sheet) X X

BART Phase II (Santa Clara Station Fact Sheet) X X

BART Phase II (Diridon Station Fact Sheet) X X

BART Phase II (28th St/LP Fact Sheet) X X

BART Phase II (TOD Fact Sheet) X X

BART Phase II Real Estate Relocation Plan X X X

BART Phase II Newhall Yard X

Rail Rehab Program X

237 Express Lanes X

Mathilda Ave Improvements Proj X

US 101 Zanker X

Bascom Complete Streets Study (Rnd 2 Public 

Engagement)
X X

Tasman Complete Streets Study (Rnd 2 Public Engagement) X X

SR87 Technology Corridor Study X (Survey)

BART Phase II Field Data X

Senior Outreach Program - Mobility Options Presentation X X

Blossom Hill Station Transit Oriented Development 

(multiple meetings in 2018)
X X X X X X X X  

Curtner Station Transit Oriented Development X X X X X X X X  

Eastridge to BART Regional Connector Fact Sheet Update X X X

Eastridge to BART Regional Connector SEIR Meetings (2) X X X X X X X X

Light Rail Speed and Safety X X

Milpitas Station Transit Oriented Development X X X X X X X X

Ohlone Chenoweth TOD Fact Sheet X X

Tamien Station TOD Madre a Madre Presentation X X  

Summer Youth Pass X X 

Clipper Service Campaign X X

Provided for/at 

Meetings
Materials Provided to LEP Community

~ 2018 ~

PROJECT NAME

APPENDIX I - LEP Efforts by Project per Year (Continued)
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BART Phase II Community Meeting X X X X X X X

BART Phase II TOC Study X X X

BART Phase II Historic Building Surveys X X

BART Phase I Parking Milpitas & Berryessa Transit Centers X X

BART Phase I Website X

BART Phase II Website X

BART Phase II Geotechnical Field Work X X

SV Express Lanes - SR237 Phase 2 X X

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 I FAQs X

BART Phase II 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 X

Daycation X

Blossom Hill Station Transit Oriented Development X X X X X

Eastridge to BART Regional Connector - Construction 

Notice
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 X X

Tamien Station Access Study X X X X X X X X

Materials provided to LEP community
Provided for/at 

Meetings

~ 2019 ~

PROJECT NAME

APPENDIX I - LEP Efforts by Project per Year (Continued)
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SR 237-Calaveras Blvd. Near Term Improvements

SV Express Lanes - US101/SR85 Phase 3 X

SV Express Lanes - US101/SR85 Phase 4

SV Express Lanes - US101/880/237 Phase 5

I-280/Foothill Expressway Ramp Improvements

I-280/Winchester Boulevard Interchange Improvement X X X

SR 237 Middlefield Rd interchange improvement

I-880/Stevens Creek Interchange Landscaping Project

SR 17 Corridor Congestion Relief

Bus Stop Improvements

Curtner Station

Cerone

Berryessa

Gilroy

Branham

Capitol

Montague Pedestrian Overcrossing X x

Meridian Ave Bridge Inspection x

Steven's Creek corridor study

Central Bikeway Study X X X X x x x

US 101/Blossom Hill Road Interchange Improvement X X x

I-280 Wolfe Road Interchange Improvement X X x

US 101/De La Cruz Blvd/Trimble Road Interchange X

SR 152 Trade Corridor 

US 101/SR 25 Interchange Improvement - Phase 1 X

2021 Transit Service Plan X X X X x x x x x

SR-85 Guideway Study X x

Eastridge to BART Regional Connector Project (Kathleen 

Podrasky)
X X X X X X x

Rail Replacement & Rehabilitation Program (Phase 7) x

TPSS Replacement Program (Phase 3) x

Noise Reduction Program on SR 85 (Phase 2) X

Mathilda Avenue Improvements at SR 237 and US 101 X

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

I-680 Soundwalls

US 101 SB/San Antonio/Charleston/Rengstorff

I-280 Soundwalls (SR 17 near Los Gatos Creek)

Mathilda Avenue Improvements Landscaping

Tamien Station TOD Access Study X X X X X X X X

Blossom Hill Station TOD X X X X x X x

Santa Clara Transit (Caltrain -not BART) X x x x x

BART Phase II Small Business Survey x x x

BART Phase II Historic Building Surveys X X x

BART Phase II Geotechnical Field Work x x

BART Phase II Access & Service Needs Survey X x

BART Phase I Youth Art Contest X

BART Phase I Engergization Reminder x x x

BART Phase I Noise, Vibration, and Environmental X

COVID-19 Campaign X X

Reopening Campaign X X

Senior Outreach Program - Mobility Options Presentations X X

* To Sept. 1, 2020

Materials provided to LEP community
Provided for/at 

Meetings

~ 2020* ~

PROJECT NAME

APPENDIX I - LEP Efforts by Project per Year (Continued)
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Appendix I – 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:  

• Spanish 

• Vietnamese 

• Chinese 

• Korean 

• 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 
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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 
Vietnamese.  
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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. 

FACT SHEET: Transit
Eastridge to BART Regional Connector – Capitol Expressway 
Light Rail Project

Continued

EBRC-CELR-050619

Project Funding Partners

REGIONAL
MEASURE 3

Updated in 2020
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Project Schedule: 
Environmental Certification ........................... Summer 2019

Final Design  .................................................. Spring 2020 

Right of Way Acquisition  .............................. Complete Fall 2020  

Utility Relocation  .......................................... Begin Spring 2020 through Late Fall 2020

Construction  ................................................. 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 Measure A ............................................ $314M

Regional Measure 3 ....................................... $130M 

SB-1 .............................................................. $9M

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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Tổng Quan
Dự án này sẽ mở rộng tuyến đường xe điện trên Đường 
cao tốc Capitol Expressway từ Trạm Alum Rock đến Trung 
tâm Giao thông Eastridge, tạo nên sự kết nối khu vực với 
BART. Các đường sắt cao tốc sẽ nằm trên một đường 
dẫn trên cao với các lớp tách biệt tại Capitol Avenue, 
Story Road, Ocala Avenue, Cunningham Avenue, và Tully 
Road. Phần mở rộng của Eastridge sẽ bao gồm trạm xe 
điện ở Story Road ở trên cao và có thể tiếp cận bằng cầu 
vượt dành cho người đi bộ và trạm Eastridge gần Trung 
tâm Giao thông Eastridge.

Bối cảnh
Dự án Kết nối Khu vực Eastridge tới BART là một phần 
của Dự án Cải tiến Đường cao tốc Capitol Expressway lớn 
hơn, chuyển Capitol Expresway thành đại lộ đa phương 
thức, cung cấp dịch vụ giao thông xe buýt nhanh (BRT), xe 
điện và kết nối an toàn với hệ thống giao thông khu vực. 
VTA trước tiên đã giải quyết việc tiếp cận của người đi bộ 
và các biện pháp an toàn được cải thiện dọc theo đường 
cao tốc giữa Quimby Road và Capitol Avenue. Việc này đã 
được hoàn tất vào mùa thu năm 2012 và bao gồm cả vỉa 
hè mới, phần đường cho người đi bộ và đèn đường, và 
một phần đệm cảnh quan. Việc này được thực hiện sau 
việc xây dựng lại Trung tâm Giao thông Eastridge, hoàn 
thành vào năm 2015. Phần cuối cùng sẽ mở rộng tuyến 
đường xe điện từ Trạm Xe điện Alum Rock hiện có tới 
Trung tâm Giao thông Eastridge. 

Tình trạng của dự án: 
Tháng 6 năm 2016, Ban Giám đốc VTA đã phê duyệt kinh  
phí để hoàn thành thiết kế, mua mặt bằng và di chuyển các tiện ích.

Tờ Thông tin: Giao thông
Dự án Đường Xe điện 
Capitol Expressway Kết nối Khu vực 
Eastridge tới BART

Tiếp tục

EBRC-CELR-050619-VIE

Các Đối Tác Tài Trợ Cho Dự Án
REGIONAL
MEASURE

3
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Tiến Độ Dự Án: 
Chứng nhận môi trường  .................... Hè 2019 
Bản thiết kế cuối cùng  ...................... Xuân 2020 
Giải phóng mặt bằng  ........................ Hoàn thành vào Thu 2020 
Di dời tiện ích  ............................... Bắt đầu từ Xuân 2020 đến Cuối Thu 2020 
Xây dựng  .................................... Bắt đầu từ Cuối Thu 2020 tới Cuối Thu 2024 

Chi Phí Dự Án  
453 triệu USD được sử dụng vào thiết kế, giải phóng mặt bằng, tiện ích và xây dựng. Kinh phí được phân bổ từ các 
nguồn sau: 
2000 Biện pháp A ............................ 314 triệu USD
Biện pháp khu vực  3  ....................... 130 triệu USD 
SB-1 ......................................... 9 triệu USD

Làm thế nào để liên lạc với chúng tôi 
Nếu bạn có bất kỳ câu hỏi nào về dự án Kết nối Eastridge tới BART, vui lòng truy cập www.vta.org/eastridgetobart hoặc 
liên lạc với Ban Tiếp cận Cộng đồng của VTA theo số (408) 321-7575, TTY cho người khiếm thính (408) 321-2330. Bạn 
cũng có thể ghé thăm trang web www.vta.org, hoặc e-mail cho chúng tôi tại community.outreach@vta.org.
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개요
이 프로젝트에서는 Capitol Expressway 상의 경
전철을 Alum Rock 역에서 Eastridge 교통 센터까
지 연장하여 BART까지 연계되도록 합니다. 이 경
전철 선로는 Capitol Avenue, Story Road, Ocala 
Avenue, Cunningham Avenue 및 Tully Road에
서 입체 교차식 고가 가이드웨이에 놓이게 됩니
다. Eastridge 연장 프로젝트에는 Story Road 에 
보행자의 육교 접근이 가능한 고가의 경전철역과 
Eastridge 환승 교통 센터 옆의 지상 Eastridge 역
이 포함됩니다. 

배경
Eastridge 에서 BART 지역 커넥터 프로젝트는 
Capitol Expressway 를 간선급행버스 (BRT), 경
전철 및 지역 교통 체계로의 안전한 연결을 제공
하는 다양한 교통수단 도로로 변경시키는 Capitol 
Expressway 교통 개선 프로젝트의 주요 일부분
입니다.  VTA 는 보행자 접근을 해결하고 Capitol 
Expressway 상의 Quimby Road 와 Capitol  
Avenue 구간의 안전 조치를 개선하였습니다. 이것
은 2012년 가을에 완료되었으며 새로운 보도, 보
행자 및 가로등과 가로수 도로 완충물이 건설되었
습니다. 이후 2015년에 Eastridge 환승 교통 센터
가 재건설 되었습니다. 마지막 구간은 경전철을 기
존 Alum Rock 경전철역에서 Eastridge 환승 교통 
센터까지 연장합니다.

프로젝트 현황: 
2016 년 6 월, VTA 이사회는 설계 완료, 통행 우선권 확 보 및 유틸리티의   
위치 변경을 위한 자금 제공을 승인하 였습니다. 

기본정보: 환승 교통
Eastridge 에서 BART 지역 커넥터 
Capitol Expressway 경전철 프로젝트

계속

EBRC-CELR-050619-KOR

프로젝트 기금 후원 파트너
REGIONAL
MEASURE

3
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프로젝트 일정:   
환경 인증  ........................... 2019 년 여름
최종 설계 ........................... 2020 년 봄
우선 통행권 획득  ..................... 2020 년 가을 완료 
유틸리티 재배치 ...................... 2020 년 봄에 시작하여  2020 년 가을 후반 완료
공사 ................................ 2020 후반 가을 시작하여 2024 년 후반까지 완료

 
프로젝트 비용 
설계, 통행 우선권, 유틸리티 및 공사에 대해 4억 5천 3백만불. 아래 자금원에서 배정: 

2000 법안 A (2000 Measure A) .....3억 1천 4백만불
Regional Measure 3 .............1억 3천만불  

SB-1 .........................9백만불

연락 방법 
Eastridge 부터 BART 지역 커넥터 프로젝트에 대한 질문이 있으시면 www.vta.org/eastridgetobart  
를방문하시거나 VTA 의 커뮤니티 아웃리치 부서에 (408) 321-7575로, 청각 장애를 위한 TTY는  
(408) 321-2330 로 연락주시기 바랍니다. www.vta.org 를 방문하시거나 community.outreach@vta.org 
로 이메일 주셔도 됩니다. 
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Updated in 2020 

 

Appendix I - 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).  
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Weekday
De lunes a viernes

Ngày Thường
星期一至星期五

평일
Lunes hanggang Biyernes

Saturday
Sábado
Thứ Bảy
星期六
토요일 
Sabado

Sunday/Holiday
Domingo/Día Festivo
Chủ Nhật/Ngày Lễ

星期日/節日
일요일/휴일

Linggo/Piyesta Opisyal
Hours of 

Operation

Horario de 
operación

Giờ Làm Việc

營運時間
운행시간
Mga Oras  

na Dumadaan

Frequency

Frecuencia 
del servicio

Tần Suất 
Hoạt Động

频率
빈발
dalas

Hours of 
Operation

Horario de 
operación

Giờ Làm Việc

營運時間
운행시간
Mga Oras  

na Dumadaan

Frequency

Frecuencia 
del servicio

Tần Suất 
Hoạt Động

频率
빈발
dalas

Hours of 
Operation

Horario de 
operación

Giờ Làm Việc

營運時間
운행시간
Mga Oras  

na Dumadaan

Frequency

Frecuencia 
del servicio

Tần Suất 
Hoạt Động

频率
빈발
dalas

  VTA Light Rail Routes
B Blue Baypointe LRT Station - Santa Teresa LRT Station 4:30a - 1:30a 15 min 5:00a - 1:30a 20 min 5:00a - 12:30a 20 min
G Green Old Ironsides LRT Station - Winchester LRT Station 5:00a - 12:00a 15 min 6:30a - 12:00a 20 min 6:30a - 12:00a 20 min
O Orange Mountain View Transit Center - Alum Rock Transit Center 5:00a - 1:00a 15 min 6:00a - 1:00a 20 min 6:00a - 12:00a 20 min
  VTA Rapid Bus Routes

500 Diridon Station - Berryessa BART Station 4:30a - 1:30a 7.5 min 6:00a - 1:30a 20 min 8:00a - 1:30a 20 min
522 Palo Alto Transit Center - Eastridge Transit Center 5:00a - 11:00p 12 min 6:00a - 11:00p 15 min 6:00a - 10:00p 15 min
523 Lockheed Martin Transit Center - Berryessa BART 5:30a - 10:30p 15 min 6:00a - 10:30p 15 min 7:00a - 10:00p 15 min

  VTA Frequent Bus Routes
22 Palo Alto Transit Center - Eastridge Transit Center 4:00a - 1:00a 15 min 4:00a - 1:00a 15 min 4:00a - 1:00a 15 min
23 De Anza College - Alum Rock Transit Center 5:00a - 1:00a 15 min 6:00a - 1:00a 15 min 6:00a - 1:00a 15 min
25 De Anza College - Alum Rock Transit Center 5:30a - 12:00a 12 min 6:00a - 12:00a 15 min 6:00a - 12:00a 15 min
26 West Valley College - Eastridge Transit Center 5:30a - 12:00a 15 min 6:30a - 12:00a 20 min 7:30a - 11:00p 20 min
57 West Valley College - Old Ironsides LRT Station 5:30a - 11:00p 15 min 6:30a - 11:00p 20 min 7:30a - 10:00p 30 min
60 Downtown Campbell - SJC Airport - Milpitas BART 5:00a - 11:30p 15 min 5:00a - 11:30p 20 min 5:00a - 11:30p 20 min
61 Good Samaritan Hospital - Berryessa BART - Sierra/Piedmont 5:30a - 11:00p 15 min 6:30a - 10:00p 20 min 7:30a - 10:00p 20 min
64 Almaden LRT Station - McKee/White 5:30a - 12:00a 15 min 6:30a - 12:00a 30 min 7:00a - 11:00p 30 min
66 Milpitas/Dixon - Kaiser San Jose 5:00a - 12:00a 15 min 6:00a - 12:00a 20 min 6:00a - 12:00a 20 min
68 Diridon Station - Gilroy Transit Center 4:30a - 12:00a 15 min 5:00a - 12:00a 20 min 5:00a -12:00a 20 min
70 Capitol LRT Sta. - Berryessa BART Sta. - Milpitas BART Sta. 5:30a - 12:00a 15 min 6:30a - 12:00a 20 min 6:30a - 10:00p 20 min
72 Downtown San Jose - Senter/Monterey via McLaughlin 5:30a - 12:00a 15 min 6:30a - 12:00a 20 min 7:30a - 11:00p 30 min
73 Downtown San Jose - Senter/Monterey via Senter 5:30a - 12:00a 15 min 6:30a - 12:00a 20 min 7:30a - 11:00p 30 min
77 Milpitas BART Station - Eastridge Transit Center 5:30a - 11:00p 15 min 6:30a - 11:00p 20 min 6:30a - 10:00p 30 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 8:00a - 8:00p 40-45 min 9:00a - 8:00p 60 min
27 Winchester Transit Center - Kaiser San Jose 6:00a - 9:00p 30 min 7:00a - 8:00p 40-45 min 8:00a - 7:30p 60 min
31 Evergreen Valley College - Eastridge Transit Center 6:30a - 10:00p 30 min 8:30a - 6:30p 60 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 9:00a - 6:00p 60 min 9:00a - 6:00p 60 min
40 Foothill College - Downtown Mountain View 6:30a - 10:00p 30 min 8:00a - 7:00p 40-45 min 9:00a - 5:30p 40-45 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 8:00a - 8:00p 40-45 min 8:00a - 7:30p 60 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 7:30a - 9:00p 30 min 8:00a - 8:00p 30 min
56 Lockheed Martin Transit Center - Tamien LRT Station 5:30a - 10:00p 30 min 7:00a - 10:00p 30 min 8:00a - 9:00p 30 min
59 Baypointe LRT - Santa Clara Caltrain - Valley Fair 6:00a - 10:00p 30 min 8:00a - 8:00p 60 min 8:00a - 6:30p 60 min
63 Kooser/Blossom Hill - San Jose State University 6:00a - 9:00p 30 min 8:00a - 7:00p 60 min 9:00a - 6:00p 60 min
71 Milpitas BART Station - Eastridge Transit Center - Capitol LRT 5:30a - 10:00p 30 min 7:00a - 10:00p 30 min 7:30a - 9:00p 30 min
80 Ohlone-Chynoweth Station - Almaden Station 6:00a - 10:30p 30 min 8:00a - 10:00p 30 min 8:00a - 8:00p 30 min

84/85 Gilroy Circulator Clockwise/Counterclockwise 6:30a - 6:30p 60 min 9:00a - 6:00p 60 min 9:00a - 6:00p 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 - - - -

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 está desarrollando un Nuevo Plan de Servicios (2019) y 
necesitamos su opinión.  Revise por favor este mapa, visite el 
sitio web para saber más sobre la ruta propuesta o los cambios 
en la frecuencia de los servicios; y envíe sus comentarios en 
línea, a través del correo electrónico o por teléfono, hasta el 28 
de febrero de 2019.

Durante los años de 2016 y 2017, VTA recurrió al público para 
desarrollar un plan de servicios de transporte público denomina-
do “Next Network” (“La Próxima Red”), teniendo como resultado 
miles de comentarios del público y 34 cambios al borrador del 
plan antes de que se adoptara la versión final en 2017.  Pasado 
ese momento, se llegó a determinar que el déficit en el presu-
puesto actual de la VTA no permite la implementación 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 tráfico de pasajeros y mantener nuestro actual número de 
horas de servicio de nuestros autobuses y tranvías; 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 áreas 
de mayor tráfico de pasajeros.

VTA正在制訂2019年公共交通服務新計畫，我們需要您的意見。請查看此後
的地圖，造訪我們的網站，瞭解所提議路線或班次變更，在2019年2月28日
前透過線上、電子郵件或電話提交您的意見。

2016和2017年，VTA組織大眾參與制定大眾交通服務計畫，稱為新世代交通
網。計畫草案收集了數千則大眾意見並做出34項修改，於2017年最後定稿。
此後，由於VTA現有預算不足，無法完全實施2017年新世代交通網計畫。為
了保證在預計預算內進行營運，達到財務穩定目標，增加高乘載路線班次，並
維持目前的公車及輕軌服務時數，我們提出2019年公共交通服務新計畫。新
服務計畫結合了2017年新世代交通網計畫的主要內容並採行了其他多項調整
以提高高乘載路線的服務。

VTA đang phát triển một Kế Hoạch Dịch Vụ Giao Thông Mới (2019) và 
chúng tôi cần sự góp ý của quý vị. Xin vui lòng xem kỹ bản đồ này, truy 
cập trang web để tìm hiểu thêm về tuyến đường được đề xuất hoặc 
những thay đổi về tần suất và gửi nhận xét của quý vị trực tuyến, qua 
email hoặc qua điện thoại cho đến ngày 28 tháng Hai năm 2019.
Trong năm 2016 và 2017, VTA đã kêu gọi công chúng tham gia vào việc 
phát triển kế hoạch dịch vụ giao thông được gọi là Hệ Thống Kế Tiếp 
(Next Network). Việc này đã đem lại hàng ngàn ý kiến nhận xét của công 
chúng và dẫn đến 34 thay đổi trong kế hoạch dự thảo trước khi phiên bản 
cuối cùng được thông qua vào năm 2017. Kể từ thời điểm đó, sự mất cân 
bằng trong ngân sách của VTA đã không cho phép Kế Hoạch Hệ Thống 
Kế Tiếp 2017 (2017 Next Network Plan) được thực hiện đầy đủ như đã 
được xác định. Nhằm hoạt động trong ngân sách dự kiến và đáp ứng các 
mục tiêu ổn định tài chánh của chúng tôi, cũng như tăng tần suất cho một 
số tuyến đường với số lượng hành khách cao, đồng thời duy trì số giờ 
dịch vụ xe buýt và tàu điện, chúng tôi đề xuất một Kế Hoạch Dịch Vụ Giao 
Thông Mới (2019). Kế Hoạch Dịch Vụ Giao Thông Mới (2019) này sẽ lấy 
các yếu tố của kế hoạch Hệ Thống Kế Tiếp 2017 (2017 Next Network) đã 
được thông qua và giới thiệu một số những thay đổi khác phản ánh sự 
tập trung vào số lượng hành khách tham gia giao thông công cộng cao 
hơn.

VTA에서는 2019 신규 교통서비스 계획 초안을 만들고 있으며 이에 대한 여러분들의 피
드백이 필요합니다. 본 지도를 검토하신 후 제안된 노선 또는 배차 간격 변경에 대해 더 
필요한 정보가 있으시면 저희 웹사이트를 방문해주십시오. 그리고 2019년 2월 28일까
지 귀하의 의견을 온라인, 이메일 또는 전화로 접수해주시기 바랍니다.

2016 및 2017년에 VTA는 차세대 네트워크 (Next Network)라 명명된 교통 서비스 구
축에 있어서 일반인들이 참여할 수 있도록 하여 수천 여건의 일반인들의 의견을 수렴하
였고 34개의 변경 사항을 초안 계획에 적용하여 2017년 최종안을 채택하였습니다. 그 
이후로 VTA의 기존 예산 불균형으로 인해 2017년 차세대 네트워크 (Next Network)
의 완전한 구현이 어려울 것이라 판단하였습니다. 책정된 예산 내에서 운영을 하고, 재정
적 안정 목표를 달성하며 탑승객이 많은 노선에 대한 배차 간격을 늘리고 현재의 버스 대
수와 철도 서비스 시간을 유지하기 위해서 2019 신규 교통서비스 계획 초안을 제안하
고 있습니다. 2019 신규 교통서비스 계획 초안은 채택된 2017년 차세대 네트워크 (Next 
Network)의 내용을 포함하며 탑승객이 많은 노선에 중점을 두어 변경한 사항들이 도입
될것입니다. 

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.

Draft 2019 
New Transit 
Service Plan

Draft 2019 New  
Transit Service Plan

2019 Nuevo Plan de Tránsito
2019 Kế hoạch vận chuyển mới 
2019 Bagong Layunin ng Transit 
2019年新運輸計劃  2019 새로운 대중 교통 계획

2019 Nuevo Plan de Tránsito
2019 Kế hoạch vận chuyển mới 
2019 Bagong Layunin ng Transit
2019年新運輸計劃  
2019 새로운 대중 교통 계획

VTA Express Bus Routes Frequency School Trippers Frequency
102 South San Jose - Palo Alto 5 trips each direction daily 256 Willow Glen High School Morning and afternoon trips
103 Eastridge Transit Center - Palo Alto 3 trips each direction daily 246 Milpitas High School Morning and afternoon trips
104 Penitencia Creek Transit Center - Palo Alto 2 trips each direction daily 247 Milpitas High School Morning and afternoon trips
121 Gilroy Transit Center - Lockheed Martin 6 trips each direction daily 270 Independence High School Morning and afternoon trips
168 Gilroy Transit Center - San Jose Diridon 5 trips each direction daily 287 Sobrato High School & Live Oak High School Morning and afternoon trips

   288/288L/288M   Gunn High School Morning and afternoon trips

* Routes 20 and 51 have greater weekday peak period frequencies

Find out more at: newtransitplan.vta.org 
Email us: community.outreach@vta.org 
(408) 321-7575 / TTY for hearing-impaired: (408) 321-2330
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newservice.vta.org
(408) 321-2300   •   TTY (408) 321-2330

Rapid 500 - de la estación Diridon a la Santa Clara/6th

Rapid 522 - del centro de trasbordos Palo Alto Transit Centeral centro de    
 trasbordos Eastridge Transit Center

Rapid 523 - del centro de trasbordos Lockheed Martin Transit Center a la 
estación de Berryessa Transit Center

Route 22 -   del centro de trasbordos Palo Alto Transit Center al centro de   
  trasbordos Eastridge Transit Center

Route 23 -   de De Anza College al centro de transbordos Alum Rock       
 Transit Center

Línea 25 -    de De Anza College al centro de transbordos Alum Rock    
 Transit Center

Línea 26 -   de West Valley College al centro de trasbordos Eastridge
     Transit Center

Línea 57 -    de la estación Old Ironsides a West Valley College

Línea 60 -    de la estación de Milpitas Transit Center al centro de trasbor 
     dos Winchester Transit Center

Línea 61 - del Hospital Good Samaritan a Sierra y Piedmont 
(vía King/Mabury)

Línea 64 - de Almaden & Crown a McKee & White

Línea 66 - de Kaiser San Jose a Milpitas/Dixon Road

Línea 68 - del centro de trasbordos Gilroy Transit Center a la estación 
  San Jose Diridon 

Línea 70 - del centro de trasbordos Eastridge Transit Center a la estación 
  de Milpitas Transit Center

Línea 72 - de Senter & Monterey al centro de San José

Línea 73 - de Monterey & Branham al centro de San José

Línea 77 - del centro de trasbordos Eastridge Transit Center a la estación 
  de Milpitas Transit Center

Línea 20: de la estación de Caltrain Sunnyvale a la estación de Milpitas 
Transit Center; frecuencia de 15 minutos durante periodos de 
mayor tránsito y frecuencia de 30 minutos a mediodía.

Línea 21: del Centro Comercial Stanford a la estación de Caltrain Santa 
Clara; la fusión en una sola línea delas anteriores Línea 35 y 
Línea 32.

Línea 51: de Moffett Field a West Valley College; servicio cada hora de 
lunes a viernes.

Línea 56: del centro de trasbordos Lockheed Martin Transit Center a la 
estación Tamien; servicio cada 30 minutos de lunes a viernes y 
�nes de semana.

Línea 59: de la estación Old Ironsides al centro de trasbordos Valley Fair 
Transit Center; frecuencia de 30 minutos de lunes a vernes y a 
cada hora en �nes de semana.

Rutas de autobús que han sido descontinuadas o cambiadas:
Las rutas 17, 34, 45, 58, 88; las rutas limitadas 304, 321, 328 y 330; y
los autobuses express 120, 140 y 180 serán descontinuados. El autobús 
express 181 continuará operando hasta que se abra el servicio BART. 
Contacte a VTA para informarse sobre otras opciones.

Tranvía de VTA

La red frecuente
La red frecuente de VTA operará 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 �nes de semana.

Líneas mejoradas

Línea naranja: de Alum Rock a Mountain View
l Trasbordo en Baypointe hacia la línea azul

l Trasbordo en Champion, Lick Mill, Great America 
o Old Ironsides hacia la línea verde 

Línea azul: de Santa Teresa a Baypointe 

Línea verde: de Winchester a Old Ironsides

Otros cambios en los tranvías
l El segmento de tranvía de Ohlone/Chynoweth a Oakridge será suspendido y

quedará cubierto por la línea 64a.

l El nuevo nombre de la estación I 880/Milpitas es la estación Alder.

l El nuevo nombre de la estación Montague es la estación Milpitas.

l La nueva línea de autobuses 60 dará servicio a SJC, Valley Fair/Santana Row, 
Downtown Campbell y la estación de Milpitas Transit Center.

l Solo los pasajeros que aborden la línea 60 desde SJC lo harán gratuitamente.

Nuevo servicio de VTA

El Tranvía tendrá ahora tres líneas distintas que estarán codi�cadas por color, y la nueva línea naranja conectará 
fácilmente el centro de Mountain View y Milpitas Transit Center. Durante las horas pico de lunes a viernes, el servicio 

funcionará cada 15 minutos, y en las horas pico en �nes de semana funcionará cada 20 minutos.

1911-2000
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VTA推出全新服務
讓您感「動」的解決方案

橙線輕軌 - Alum Rock 到 Mountain View
l 在 Baypointe 換乘藍線輕軌

l 在 Champion，Lick Mill，Great America 或
Old Ironsides 換乘綠線輕軌 

藍線輕軌 - Santa Teresa 到 Baypointe

綠線輕軌 - Winchester 到 Old Ironsides

輕軌的其他變化
l 從 Ohlone / Chynoweth 到 Oakridge 的部分輕軌將停

止服務，現在將由 64a 線公車提供服務

l  I 880/Milpitas 車站改名為 Alder 車站

l  Montague 站改名為 Milpitas 站

l 新的 60 線公車將服務 SJC、Valley Fair/Santana Row
、 Campbell 市中心和 Milpitas 站運輸中心。

l 只有從 SJC上車的乘客才能免費搭乘 60 線公車。

多班次公車網路
VTA的多班次公車網路在工作日上午6:30至下午6:30之間每15
分鐘一班，有的間隔時間更短，週末每15至30分鐘一班。

快捷公車500 - Diridon 站到 Santa Clara/6th

快捷公車522 - Palo Alto 運輸中心到 Eastridge 運輸中心

快捷公車523 - Lockheed Martin 運輸中心到 
                            Berryessa 站運輸中心    

22線公車 - Palo Alto 運輸中心到 Eastridge 運輸中心

23線公車 - De Anza College 到 Alum Rock 運輸中心

25線公車 - De Anza College 到 Alum Rock 運輸中心

26線公車 - West Valley College 到 Eastridge 運輸中心

57線公車 - Old Ironsides 站到 West Valley College

60線公車 - Milpitas 站運輸中心到 Winchester 運輸中心

61線公車 -  Good Samaritan Hospital到Sierra & 
                     Piedmont (經過King/Mabury)

64線公車 - Almaden和Crown至Mckee＆White

66線公車 - Kaiser San Jose 到 Milpitas/Dixon Road

68線公車 - Gilroy 運輸中心到 San Jose Diridon 站 

70線公車 - Eastridge 運輸中心至 Milpitas 站運輸中心

72線公車 - Senter＆Monterey 到 Downtown San Jose

73線公車 - Monterey & Branham 到 Downtown San Jose

77線公車 - Eastridge 運輸中心到 Milpitas 站運輸中心

為您準備的解決方案 - 改進的路線
20線公車 - Sunnyvale Caltrain 站至 Milpitas 站運輸中心；
            通勤期間每15分鐘一班，中午每 30分鐘一班。

21線公車 - Stanford Shopping Center到Santa Clara     
                    Caltrain站；由原來的35線公車和32線公車
           合併為一條路線。

51線公車 - Moffett Field 到 West Valley College；
            平日每小時一班。

56線公車 - Lockheed Martin 運輸中心到 Tamien Station； 
             平日和周末每30分鐘一班。

59線公車 - Old Ironsides 站至 Valley Fair 運輸中心； 
                        工作日每 30分鐘一班，週末每小時一班。

59 線公車 - Old Ironsides 站至 Valley Fair 運輸中心； 
      工作日每 30 分鐘一班，週末每小時一班。

已停駛或變更的公車路線：
17、34、45、58、88號線；304、321、328及330有限停

靠路線；120、140及180號快捷公車將停駛。181號快捷公

車將持續營運至 BART 服務開始。其他選擇請聯絡 VTA。

VTA 輕軌服務
輕軌將有三條不同的路線，採用顏色編碼，乘坐新的橙色線輕軌可以從 Mountain View 市
中心和 Tasman 沿線的工作地點，輕鬆抵達 Milpitas 站運輸中心。 工作日的尖峰時段每

15 分鐘一班，週末的尖峰時間每 20 分鐘一班。

newservice.vta.org
(408) 321-2300   •   TTY (408) 321-2330

1911-2000
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Updated in 2020 

 

Appendix I - 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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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.  
______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 

Complete reverse side of form 

Updated in 2020
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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: 
 

I affirm that I 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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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 TItle 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.  

� Itaguyod nang buo at patas na paglalahok sa lahat ng mga apektadong populasyon 
sa pagdedesisyon sa transportasyon.  

� Iwasan 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. 

Updated in 2020
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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 VI. 
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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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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. 

 

Iyong Pangalan: Telepono: 

 

Iba pang Telepono: 

 

Tirahan: 

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. Ibigay 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 ang isa) 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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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 II 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 

Updated in 2020
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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 

 

I affirm that I 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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Spanish 5/3/2016 

ADA: Complaint Process 

LEY PARA LOS ESTADOUNIDENSES CON DISCAPACIDADES FÍSICAS (ADA):  

Proceso de Presentación de Quejas 

Santa Clara Valley Transportation Authority (VTA) les brinda a todos los ciudadanos acceso equitativo a 

sus servicios de transporte.  

Este procedimiento de presentación de quejas ha sido establecido con el objetivo de satisfacer los 

requisitos de la Ley para los Estadounidenses con Discapacidades Físicas de 1990 (“ADA”). Puede ser 

utilizado por cualquier persona que desee presentar una queja alegando discriminación por  una 

discapacidad, en el suministro de servicios, actividades, programas o beneficios por parte de VTA. La 

Política de Personal de VTA rige las quejas de discriminación por discapacidad relacionadas con el 

empleo.  

Presentación de una Queja 

La queja debe ser presentada a más tardar 180 días 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 más 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 serán aceptadas y transcritas comunicándose con el centro de servicio al cliente de 

VTA llamando al (408) 321-2300. También puede presentar quejas ante entidades externas tales como la 

Administración Federal de Transporte (Federal Transit Administration), la Comisión 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 información en los 

sitios web de las respectivas agencias a fin de obtener detalles adicionales sobre la presentación de 

quejas relacionadas con ADA.  

 

Si se llegara a presentar una queja ante VTA y una entidad externa simultáneamente, la queja externa 

sustituirá a la queja ante VTA.  Sin embargo, VTA continuará con su propia investigación de la queja y 

publicará los resultados de dicha investigación.  

 

Investigaciones 

Dentro de los 10 días hábiles siguientes a la fecha de recepción de la queja formal, el Coordinador de 

ADA notificará al denunciante y dará inicio a una investigación. 

Updated in 2020
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Spanish 5/3/2016 

 

Estas investigaciones cubrirán las quejas contra cualquier departamento de VTA. La investigación será 

conducida en combinación y bajo la asesoría del Departamento de Relaciones Laborales.  

 

Esta investigación podría incluir una o varias discusiones de la queja con las partes afectadas a fin de 

determinar cuál es el problema.  El denunciante puede ser representado por un abogado u otro 

representante de su elección, y durante esta investigación también puede llevar testigos y presentar 

testimonios y evidencia.  

 

La investigación será realizada y concluida dentro del periodo de 60 días posterior a la fecha de 

recepción de la queja formal.  

 

Según la información recibida, el Coordinador de ADA redactará un informe de la investigación a fin de 

que sea presentado ante el Director Administrativo.  

 

El denunciante recibirá una carta indicando la decisión final a más tardar al concluir el límite de tiempo 

de 60 días. La mayoría de las investigaciones concluyen dentro de un periodo de 30 días.  

 

El denunciante será notificado de su derecho de apelar la decisión. Se puede apelar ante la 

Administración Federal de Transporte (Federal Transit Administration), la Comisión 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 Administración Federal de Transporte, la Comisión de Oportunidades Equitativas de 

Empleo o el Departamento de Empleo y Vivienda Equitativos, así como las respuestas de estas agencias, 

serán conservadas por VTA durante un mínimo de tres años.  

FORMULARIO DE QUEJAS DE ADA (ADA COMPLAINT FORM) 
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Formulario de Queja de la Ley para los Estadounidenses con Discapacidades Físicas  

Americans with Disabilities Act Complaint Form 

Santa Clara Valley Transportation Authority (VTA) 

VTA está 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 Título II de la Ley para 

los Estadounidenses con Discapacidades Físicas de 1990 (“ADA”-Americans with Disabilities Act). Las 

quejas de ADA deben ser presentadas dentro de los 180 días siguientes a la fecha del presunto 

incidente.  

La siguiente información es necesaria para ayudarnos a tramitar su queja.  Si usted necesita ayuda para 

llenar el formulario o si desea presentar una queja verbalmente, póngase en contacto con el 

Coordinador de ADA (ADA Coordinator) llamando al (408) 321-2300.  El formulario debidamente llenado 

deberá ser enviado al Coordinador de ADA  (ADA Coordinator) a 3331 North First Street, Building B-1, 

San Jose, CA 95134.  

Denunciante: 

Complainant: 

Teléfono: 

Phone: 

 

Dirección postal: 

Street Address: 

Teléfono alternativo: 

Alt Phone: 

Ciudad, Estado, Código postal 

City, State, Zip Code 

 

Persona que prepara el formulario de queja (de ser diferente al denunciante): 

Person Preparing Complaint (if different from Complainant): 

Dirección postal, Ciudad, Estado, Código 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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______________________________________________________________________________ 

Continúa en la página siguiente 

Continuación de la descripción del incidente: 

______________________________________________________________________________ 

______________________________________________________________________________ 

______________________________________________________________________________ 

______________________________________________________________________________ 

______________________________________________________________________________ 

______________________________________________________________________________ 

______________________________________________________________________________ 

¿Ha presentado usted una queja contra alguna otra agencia federal, estatal o local? Sí/No  

(Encierre una respuesta en un círculo).  

Si la respuesta es “Sí”, indique a continuación la agencia o agencias y la información de contacto:  

 

______________________________________________________________________________ 

Agencia       Nombre de contacto  

Agency       Contact Name  

______________________________________________________________________________ 

Dirección postal, Ciudad, Estado, Código postal  Teléfono 

Street Address, City, State, Zip Code   Phone  

______________________________________________________________________________ 

Agencia       Nombre de contacto  

Agency       Contact Name  

______________________________________________________________________________ 

Dirección postal, Ciudad, Estado, Código postal  Teléfono 

Street Address, City, State, Zip Code   Phone 

 

Afirmo que he leído 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 máquina el nombre del denunciante 

Print or Type Name of Complainant 

 
Fecha en que fue recibida: ____________________ 

Date Received: 

Recibida por: ________________________ 

Received By: 
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Transportation for Individuals with Disabilities; VTA 

Reasonable Modification Policy and Procedure 
POLICY 

 Document Number: OPS-PL-0060 

 Version Number: 01 

 

 Original Date:  Revision Date:  
Page 1 of 6 

 8/25/15 N/A  

 

 

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 VTA’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 

Sec 4 (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).   

Updated in 2020
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3.1.D Passengers may board separately from their mobility devices (Coach Operator 

Rule Book 8.9.1). The Operator shall not assist with the operation of the mobility 

device. 

3.1.E 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. 

 

3.2 Field Supervisors 

3.2.A Shall support Operators in determining if a requested reasonable 

modification/accommodation can be met.   

3.2.B 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.  

 

3.3 Customer Service/ISR Staff 

3.2.A VTA Customer Service/ISR Staff shall enter customer requests for policy, 

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. 

3.2.B 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. 

 

3.4 Customer Service Management 

3.4.A Customer Service Management staff shall forward customer requests for policy, 

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. 

3.4.B 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  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.   

 

3.6 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 

4.5 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 A request that creates a hazard for a vehicle, the operator, or other passengers 

4.11 A request for a specific driver 

4.12 A request to avoid other passengers on an ADA paratransit trip 
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5.0 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 Coach and Light Rail Operators will be trained during initial training and during 

their respective technical training refresher classes. 

5.2 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.\ 

5.3 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. 

5.4 Customer Service staff will receive initial training on the reasonable 

modifications/accommodation regulations. Periodic, as needed, refresher training 

will be provided by Customer Service management. 

5.5 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.  

6.0 Definitions: 

6.1 Reasonable Modification/Accommodation: A change to an operating policy, 

practice, or procedure in order to enable persons with disabilities to use public 

transportation. 

6.2 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. 

 

7.0 Summary of Changes: 

 Initial release of this policy. 
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8.0 Approval Information: 

Prepared by:  Reviewed by: Approved by: 

David Ledwitz 

Management Analyst 

Service & Operations Planning 

 

Camille C. Williams 

Accessible Services Program 

Manager/ 

Title VI Project Manager 

 

 

 
 

Inez Evans, Chief Operating 

Officer 

 

 

 
 

 

Nuria I. Fernandez 

General Manager 
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तर्क सगंत सशंोधन/अनरूु्लन  

Reasonable Modifications/Accommodations 

 

VTA बस और लाइट रेल सवेाओं र्ा उपयोग र्रन ेवाल ेववर्लांगता ग्रस्त यावियों र्ो संयुक्त राज्य पररवहन 

ववभाग (United States Department of Transportation) रे् 49 CFR रे् भाग 27 और 37 रे् अंवतम 

वनयम र्ा पालन र्रत ेहुए प्रचालन नीवतयों, र्ायक प्रणावलयों और प्रक्रियाओं में तर्क सगंत संसोधन र्ररे् 

समंवित र्रता ह।ै 

  

तर्कसंगत संशोधनों में फेयर बॉक्सेज़ में पैसे डालने में यावियों र्ी मदद र्रना, वचक्रर्त्सीय समस्या से बचने रे् 

वलए यावियों र्ो चलते वाहन में खाने, पीन ेया दवा लेने र्ी अनुमवत दनेा, और यावियों र्ो उस समय अपनी 

मोवबवलटी वडवाइस से उतरर्र, अलग से सवार होने र्ी अनुमवत दनेा शावमल ह ैिब वे अपनी वडवाइस र्ी 

गवत वनयंवित र्र सर्त ेहों। 

 

यािी संशोधन रे् वलए अवग्रम रूप से, या िरूरत रे् समय अनुरोध र्र सर्ते हैं। क्रर्सी अनुरू्लन र्ी मााँग र्रते 

समय यावियों र्ो “तर्कसंगत संसोधन” र्हने र्ी िरूरत नहीं होती। यक्रद नीवत, र्ायक प्रणाली या प्रक्रियात्मर् 

संशोधन नहीं क्रर्ए िा सर्ते तो VTA र्मकचारी यावियों र्ी सुगमता संबंधी िरूरतें समंवित र्रने र्ा 

वैर्वपपर् रास्ता वनर्ालने रे् वलए उनरे् साथ वमलर्र र्ाम र्र सर्ते हैं। 

  

तर्कसंगत अनुरू्लन र्ा अनरुोध र्रन ेरे् वलए रृ्पया VTA र्ी ग्राहर् सेवा से संपर्क  र्रें। 

  

ग्राहर् सेवा: 

 (408) 321-2300 

 स्वचावलत सूचना उपलब्ध ह ै  

 24 घंटे अंग्रेिी और स्पेवनश में 

 (800) 894-9908 सैंटा क्लाराघाटी र्ाउंटी स ेबाहर 

 (408) 321-2330 TTY 

 customer.service@vta.org 
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 दस्त िजे़ नांबि: OPS-PL-0060 

 सांस्किण नांबि: 01 
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1.0 प्रयोजन: 

जुल ई 13, 2015 को ल गू, अमिीकी परििहन विभ ग (US Department of Transportation’s Americans 

with Disabilities Act) क  विकल ांग व्यवियों के परििहन से सांबांवधत विकल ांगत  ग्रस्त अमिीकी अवधवनयम क  

अांवतम वनयम; नीवतयों औि प्रक्रिय ओं क  तकयसांगत सांशोधन अपके्ष  कित  ह ैक्रक परििहन प्रद त  यह सुवनवित किने 

के वलए अपने प्रि लन वनयमों औि प्रक्रिय ओं में तकयसांगत बदल ि ल ए क्रक सेि एँ विकल ांग व्यवियों के वलए सुलभ 

हैं (दखेें फेडिल िवजस्टि (सांघीय पांवजक ), खांड 80, नां. 49 (80 FR 13253, म िय 13, 2015. सांघीय सांिमण 

प्रश सन क  सकुय लि FTA C 4710.1 अांवतम वनयम की §2.10 औि §2.11) पि अवधक व्य ख्य  कित  ह।ै  

यह नीवत VTA के प्रि लन वनयमों औि विवनयमनों को अमेरिकी परििहन विभ ग अमेरिकन्स विद वडसेवबवलटीज़ 

एक्ट रिज़नेबल मॉवडक्रफकेशन अांवतम वनयम के स थ श वमल किती ह ैऔि उनके म ध्यम से VTA की बसों, हल्के िेल 

ि हनों, औि पैि  ट् ांवसट सेि ओं में विकल ांग व्यवियों की पहिँ को औि बढ ती ह।ै  

2.0 द यि : 

VTA औि इसके ठेकेद ि जरूित पड़ने पि विकल ांग व्यवियों के वलए VTA की बसों, ल इट िेल, शटल य  पिै ट् ांवसट 

सेि ओं के उपयोग की गुांज इश के वलए प्रि लन वनयमों, नीवतयों औि प्रक्रिय ओं में उपयुि सांशोधन/अनुकूलन किने 

के वलए वजम्मेद ि होंगे। 

3.0 वजम्मदे रिय :ँ 

3..1 कोि ऑपिेटसय, ल इट िेल ऑपिेटिों, क्रकि य  वनिीक्षकों, फील्ड पययिेक्षकों, ट् ांवजट गश्ती एांथोनी, औि VTA सुिक्ष  

कमयि रियों को उवित आि स अनुिोधों के वनम्न उद हिण आ सकते हैं। यह सिूी अपिजयक नहीं ह ैक्योंक्रक नीवत, 

वनयम य  प्रक्रिय  सांसोधन के दसूिे अनिुोध भी हो सकते हैं, वजनक  पूि यनमु न नहीं लग य  गय  थ , वजनक  

सम योजन किने की जरूित होगी।   

 

3.1.A अनिुोध किने पि क्रकि य  प्रबांधन प्रद न क्रकय  ज एग  (कोि ऑपिेटॅि रूल बकु 7.11)। ऑपिेटि क्रकि य  

प्रबांधन के वलए पैसे य  फेयि मीवडय  वनक लने के वलए य त्री के िैलेट, बटुए, स म न, य  कपड़ों में ह थ 

नहीं ड ल सकते। 

3.1.B य त्री क्रकसी प्रवतकूल विक्रकत्सीय घटन  से बिने के वलए ट् ांवसट ि हन पि ख  औि पी िह ेहैं। (कोि 

ऑपिेटि वनयम पुस्तक 8.12; दखेें VTA अध्य दशे 98.1 अनभु ग 4 (b) 7) 

3.1.C य त्री ट् ांवसट ि हन पि स्ियां दि  ख  िह ेहैं। (कोि ऑपिेटॅि रूल बुक 8.13)। ऑपिेटि दि  लनेे में य त्री 

की सह यत  नहीं किेंगे। य त्री अपनी विक्रकत्सीय स मग्री के वनपट न के वलए वजम्मेद ि हैं औि िे कोई 

विक्रकत्सीय स मग्री (सुइय ां, वसरिांजें, पिीक्षण वस्ट्प्स, दि एँ य  अन्य सांबांवधत िस्तएुँ) क्रकसी ट् ांवसट ि हन 

पि नहीं फेकें गे, य  ट् ांवसट सुविध  (ल इट िेल प्लेटफॉमय, ग्र हक सिे  कें द्र, ट् ांवसट कें द्र, बस स्टॉप य  शेल्टि) 

पि िखी किि  पेरटयों में नहीं ड लेंगे।   
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3.1.D य त्री अपने मोवबवलटी वडि इसजे़ से अलग से सि ि हो सकते हैं (कोि ऑपिेटि रूल बुक 8.9.1)। ऑपिेटि 

मोवबवलटी वडि इस के प्रि लन में सह यत  नहीं कि सकत । 

3.1.E जरूित पड़ने पि य  अनिुोध किने पि कोि, अििोधों से बिने के वलए कोि स्टॉप पि य  उसके प स खड़ े

क्रकए ज  सकते हैं बशते ऑपिेटि तय किे क्रक ऐस  किन  सुिवक्षत ह ै(कोि ऑपिेटि रूल बुक 5.16)। 

 

यक्रद ऑपिेटि म ांगे गए अनकूुलन दनेे में असमथय हैं तो िे अवधक म गयदशयन के वलए VTA के प्रि लन 

वनयांत्रण कें द्र से सांपकय  किेंगे। तकयसांगत सांशोधन के वलए अवतरिि डटे  अवभलेखन की जरूित नहीं होती। 

 

3.2 फील्ड सपुिि इज़सय 

3.2.A यह तय किने में ऑपिेटसय क  समथयन किेंगे क्रक क्य  म ांग  गय  तकय सांगत सांशोधन/सम योजन क्रकय  ज  

सकत  ह।ै   

3.2.B यह सुवनवित किने के वलए य वत्रयों के स थ इांटिेक्ट किेग  क्रक िे तकयसांगत सांशोधन के फैसलों य  अनिुोध 

की सुगमत  प्रद न किने ि ले िैकवल्पक उप य वनध यिण के जरिय ेVTA की सेि ओं के उपयोग में सक्षम 

होंगे।  

 

3.3 ग्र हक सेि /ISR कमयि िी 

3.2.A VTA ग्र हक सेि /ISR कमयि िी ग्र हक सेि  प्रवतपुवि पि नजि िखने ि ली प्रण ली में नीवत, प्रक्रिय त्मक 

य  वनयम में सांशोधन के ग्र हक के अनुिोध दजय किेग । इन अनुिोधों की पहि न तकय सांगत सांशोधन अनिुोध 

के रूप में की ज एगी।  ये अनिुोध ग्र हक सेि  प्रबांधन/पययिेक्षण कमयि रियों को अग्रस रित क्रकए ज एांगे। 

3.2.B यक्रद VTA की ग्र हक सेि /ISR कमयि रियों को VTA की सेि ओं क  उपयोग किते समय नीवत, प्रक्रिय  य  

वनयम में परिितयन की ग्र हक की म ँग से इनक ि किने की वशक यत वमलती ह ैतो िह वशक यत ग्र हक सेि  

प्रवतपुवि टै्ककां ग प्रण ली में दजय की ज एगी औि उसे तकयसांगत सांशोधन अनुिोध अस्िीकृवत के रूप में 

विवननत क्रकय  ज एग । 

 

3.4 ग्र हक सेि  प्रबांधन 

3.4.A ग्र हक सेि  प्रबांधन स्ट फ नीवत, क यय-प्रण ली-सांबांधी, य  वनयम में सांशोधन क  ग्र हक क  अनुिोध उपयुि 

VTA कमयि िी को अग्रस रित कि दगे । ग्र हक सेि  प्रबांधन VTA के वजम्मेद ि कमयि िी के वनदशे नुस ि 

अनिुोध क  सम ध न ग्र हक सिे  डटे बेस में दजय किेग । 

3.4.B ग्र हक सेि  प्रबांधन क  कमयि िी तकयसांगत सांशोधन के अनुिोध की रिपोटय की गई अस्िीकृवत के CCTV डटे  

पैक िीवडयो क  अनुिोध किेग । सांबांवधत घटन  के डटे  पकै के ब िे में सिून  के स थ ग्र हक की अस्िीकृवत 

की रिपोटय VTA के ADA समन्ियकत य को अग्रस रित की ज एगी। सुिक्ष त्मक सिे  CCTV डटे -पैक 

अनिुोध फॉमय भिकि क्रकसी रिपोटय की गई घटन  के 15 क्रदन ब द तक के CCTV डटे  पकै िीवडयो क  

अनिुोध यह ँ क्रकय  ज  सकत  हैैः 

http://thehub.vta.org/divisions/protectiveservices/Documents/Forms. 
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3.5  वजम्मेद ि VTA कमयि िी 

वजम्मेद ि VTA कमयि िी के प स ग्र हक के अनिुोध के ब िे में वनणयय लनेे के वलए अनुिोध की त िीख से 14 कलेंडि 

क्रदिस क  समय होग ।   

3.5.A यक्रद अनुिोध मांजिू हो ज त  ह ैतो ग्र हक को वलवखत सिून  दी ज एगी।   

3.5.B यक्रद अनुिोध अस्िीक ि कि क्रदय  ज त  ह ैतो यह वनणयय लनेे ि ल  कमयि िी अस्िीकृवत क  वलवखत क िण 

बत एग  औि अगि सांभि होग  तो कोई विकल्प सझु एग ।   

3.5.C यक्रद ग्र हक अस्िीकृवत य  प्रस्त वित विकल्प से असहमत ह ैतो ग्र हक अपील कि सकत  ह।ै  VTA के 

अस्िीकिण पत्र में ग्र हक की सांदभय सांख्य , औि यह सुझ ि श वमल होग  क्रक िह अस्िीकृवत की त िीख से 

21 कलेंडि क्रदिस के भीति VTA के ADA समन्ियकत य के यह ँ वलवखत य  ग्र हक सिे  कें द्र पि कॉल किके 

अपील कि सकत  ह।ै  ग्र हकों को अपील किते समय अपनी सांदभय सांख्य  क  उपयोग किन  ि वहए।   
 

3.6 ADA समन्ियकत य 

ADA समन्ियकत य ग्र हक की अपील क  पनुिीक्षण किेग  औि विि ि किने के वलए अपील पुनिीक्षण सवमवत 

(ARC) के वलए पकेैट तयै ि किेग ।  अपील पकेैट में होती ह ैम गँ ेगए अनकूुलन क  स ि ांश, इसक  क िण क्रक म ँग  

गय  अनकूुलन अस्िीक ि क्यों क्रकय  गय , ग्र हक की य विक  VTA के प्र सांवगक वनयम सांबद्ध ऑपिेटि/फील्ड 

सुपिि इज़ि के बय न औि रिपोटय की गई घटन  के डटे  पैक िीवडयो की प्रवत। 

 

ARC में वनम्नवलवखत विभ गों के तीन सदस्य श वमल हैं: 
 

3.6.A ADA समन्ियकत य, य  न वमत  

3.6.B सब्जेक्ट मैटि एक्सपटय (एक कमयि िी जो म गँ ेगए अनुकूलन को अस्िीक ि किने के फैसले में श वमल नहीं 

थ ) 

3.6.C ग्र हक सेि  

 

यक्रद आिश्यक होग  तो ARC के सदस्य तकयसांगत सांशोधन/अनकूुलन अनिुोध की अस्िीकिण अपील क  पनुिीक्षण 

किने औि उसक  कोई सम ध न सुझ ने के वलए अन्य कमयि रियों से सल ह लेंगे। 

 

अपील द यि किने की त िीख से 21 कलेंडि क्रदिस के भीति अपील पनुिीक्षण सवमवत वलवखत जि ब दगेी। यक्रद 

अस्िीक ि को पलट क्रदय  ज त  ह ैतो ARC इसक  वलवखत में अपने फैसले क  स्पिीकिण दतेे हए ग्र हक को जि ब 

दगेी। यक्रद अस्िीक ि को सही ठहि य  ज त  ह ैतो ARC इसक  वलवखत में विस्ततृ स्पिीकिण दगेी क्रक अनकूुल क्यों 

नहीं क्रकय  ज  सकत । म ँगे गए अनकूुलन को आग ेबढ ते हए ग्र हक को सिे  तक पहिँने क  िकैवल्पक उप य सझु य  

ज एग । ARC द्व ि  क्रकय  गय  वनणयय अांवतम होग । 

 

तकयसांगत अनूकूलनों के वलए क्रकए गए अनिुोधों औि य विक ओं स ेसांबांवधत स िी सिून एँ ग्र हक सिे  प्रवतपुवि टै्ककां ग 

प्रण ली में दजय की ज एँगी। 
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4.0 नीवत: 

यह सुवनवित कि ने के वलए क्रक परििहन सिे एँ सभी य वत्रयों को सुलभ हैं, VTA अपनी प्रि लन नीवतयों, 

क ययप्रण वलयों औि प्रक्रिय ओं में तकयसांगत सांशोधन/अनुकूलन किेगी।   

 

ह ल ांक्रक ट् ांवज़ट एजेंवसयों से अत र्कय क अनकूुलन किने की अपेक्ष  नहीं की ज ती, लेक्रकन अांवतम वनयम उन्हें तकयसांगत 

विकल्प तल शने के वलए ग्र हकों के स थ वमलकि क म किने के वलए ब ध्य कित  ह।ै 

 

जब प्रि लन नीवत, क ययप्रण ली, य  प्रक्रिय  में सांशोधन/अनकूुलन क  कोई अनुिोध अत र्कयक ठहि य  ज त  ह ैतो 

VTA अनुिोध किने ि ले ग्र हक के स थ वमलकि न वमत प्रवतवनवध(यों) के सहयोग से ग्र हक को VTA की परििहन 

सेि ओं के उपयोग की अनमुवत दनेे के वलए िैकवल्पक नीवत, क यय प्रण ली य  प्रक्रकय त्मक समांजन की तल श किेगी। 

 

अनकूुलनों की वनम्नवलवखत सिूी को USDOT ने अत र्कयक कि ि क्रदय  हैैः ट् ांवसट ऑपिेटसय से य ेअनुकूलन प्रद न 

किने की अपेक्ष  नहीं की ज ती। 

 

यह सिूी अपिजयक नहीं ह ैक्योंक्रक दसूिे अननमु वनत, दशृ्य लेख भी हो सकते हैं वजनक  सम योजन नहीं क्रकय  ज  

सकत ।   

 

4.1 क्रकसी ऑपिेटि द्व ि  व्यविगत परििय य परििि (PCA) सह यत  

4.2 स म न औि पैकेज के स थ सह यत  

4.3 ऑपिेटिों द्व ि क्रकि ए क  भुगत न य  क्रकि य  न िकु न  

4.4 सेि  पशुओं (service animals) के वलए ऑपिेटि की परििय य 

4.5 य त्री क  ह थ पकड़कि ले ज न  

4.6 ि हनों के विििण य  क्रकसी ि हन में कोई विशेष उपकिण 

4.7 अपिजयक य  न्यूनीकृत क्षमत  की पैि ट् ांवसट (एकल य त्री) य त्र  

4.8 वनध यरित सिे  क्षेत्र के ब हि य  प्रि लन के घांटों के ब द ADA की पैि ट् ांवसट य त्र ए ँ

4.9 ADA पिै ट् ांवसट य त्र  के दौि न बीि की जगह पि रुकन  औि इांतज़ ि किन  

4.10 ऐस  अनुिोध जो क्रकसी ि हन, प्रि लक य  दसूिे य वत्रयों के वलए ख़ति  उत्पन्न कि सकत  ह ै

4.11 ि लक विशेष क  अनिुोध 

4.12 क्रकसी पिै ट् ांवसट य त्र  में दसूिे य वत्रयों की उपके्ष  किने क  अनिुोध 
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विकल ांग व्यवियों के वलए परििहन  

VTA उवित सांसोधन नीवत औि क यय-प्रण ली 

Transportation for Individuals with Disabilities; 

VTA Reasonable Modification Policy and Procedure 

नीवत 

(POLICY) 

 दस्त िजे़ नांबि: OPS-PL-0060 

 सांस्किण नांबि: 01 

 

 मलू त िीख:  सांशोधन की त िीख:  
पृष्ठ 6 क  5 

 8/25/15 ल ग ूनहीं  

Hindi 3/09/2016 

 

5.0 प्रवशक्षण की अपके्ष एँ: 

VTA के कमयि िी प्रवशक्षण औि परििधयन विभ ग के वनदशे के अनुस ि इसक  प्रवशक्षण दनेे के वलए प्रबांधन वजम्मदे ि 

होग  क्रक अपने सांबांवधत कमयि रियों को तकय सांगत सांशोधनों/अनकूुलनों की ग्र हक भी म ँग पि प्रवतक्रिय  कैसे दी ज ए। 

कमयि रियों को प्र िांभ में औि व्यिह ि के आध ि पि प्रवशक्षण क्रदय  ज एग । 

 

5.1 कोि औि ल इट िेल ऑपिेटसय को उनके प्र िांवभक प्रवशक्षण औि उनकी सांबांवधत तकनीकी प्रवशक्षण रिफे्रशि 

कक्ष ओं के दौि न प्रवशक्षण क्रदय  ज एग । 

5.2 फील्ड सपुिि इज़सय, सपु्रीटेंडेंट्स औि िेवडयो वडस्पिैसय को तकय सांगत सांशोधन/अनुकूलन विवनयम क  

प्र िांवभक प्रवशक्षण क्रदय  ज एग । प्रि लन कर्मययों द्व ि , जरूित के अनरुूप वनयत क वलक रिफे्रशि 

प्रवशक्षण क्रदय  ज एग । 

5.3 फेयि इन्सपेक्टसय औि ट् ांवसट पेट्ोल वडप्यूटीज़ को तकयसांगत सांशोधन/अनुकूलन विवनयमों क  प्र िांवभक 

प्रवशक्षण क्रदय  ज एग । जरूित के अनसु ि सुिक्ष त्मक सेि  प्रबांधन द्व ि  न वमत प्रि लन कमी वनयत 

क वलक रिफे्रशि प्रवशक्षण देंग।े 

5.4 ग्र हक सेि  कर्मययों को तकयसांगत सांशोधन/अनकूुलन विवनयमों क  प्र िांवभक प्रवशक्षण क्रदय  ज एग । जरूित 

के अनसु ि ग्र हक सेि  प्रबांधन द्व ि  वनयत क वलक रिफे्रशि प्रवशक्षण प्रद न क्रकय  ज एग । 

5.5 ADA समन्ियकत य यह सुवनवित किने के वलए ग्र हक सेि  प्रबांधन औि न वमत प्रि लन कर्मययों के स थ 

वमलकि क म किेग  क्रक अपील पनुिीक्षण सवमवत तकय सांगत सांशोधन/अनुकूलन विवनयमों सांबांधी सिून ओं 

क  मूल्य समझती ह।ै  

6.0 परिभ ष एँ: 

6.1 उवित सांशोधन/अनकूुलन: सांि लन नीवत, प्रथ , य  क यय-प्रण ली में बदल ि त क्रक विकल ांग व्यवि 

स ियजवनक परििहन क  इस्तमे ल किने में सक्षम हो सकें । 

6.2 अनुवित सांशोधन/अनुकूलन: क्रकसी प्रि लन नीवत, क ययप्रण ली य  प्रक्रिय  में कोई परिितयन जो प्रि लक य  

दसूिों के वलए ख़ति  उत्पन्न किेग , सेि  की सुगमत  प्र प्त किने के वलए आिश्यक नहीं ह,ै किकि ह,ै य  

सेि  की प्रकृवत को उल्लेखनीय रूप से बदल दगे । 

 

7.0 बदल िों क  स ि ांश: 

 इस नीवत की प्र िांवभक रिलीज़। 
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विकल ांग व्यवियों के वलए परििहन  

VTA उवित सांसोधन नीवत औि क यय-प्रण ली 

Transportation for Individuals with Disabilities; 

VTA Reasonable Modification Policy and Procedure 

नीवत 

(POLICY) 

 दस्त िजे़ नांबि: OPS-PL-0060 

 सांस्किण नांबि: 01 

 

 मलू त िीख:  सांशोधन की त िीख:  
पृष्ठ 6 क  6 

 8/25/15 ल ग ूनहीं  

Hindi 3/09/2016 

 

8.0 स्िीकृवत ज नक िी: 

तयै ि-कत य:  समीक्ष -कत य: स्िीक ि-कत य: 

डवेिड लेडविट्ज़ (David Ledwitz) 

प्रबांधन विशे्लषक 

सेि  ि सांि लन योजन  

(Management Analyst 

Service & Operations Planning) 

 

केवमली सी. विवलयम्स (Camille C. Williams) 

सुलभ सेि  क ययिम प्रबांधक/ 

शीषयक VI परियोजन  प्रबांधक 

(Accessible Services Program 

Manager/ 

Title VI Project Manager) 

 

 

 

 

~हस्त क्षरित 

 

 

आइनेज़ इि ांस (Inez Evans), मुख्य 

परिि लन अवधक िी 

(Chief Operating Officer) 

 

 

 

 

~हस्त क्षरित 

 

 

नूरिय  आई. फन ांडीज़ (Nuria I. 

Fernandez) डवेिड लेडविट्ज़ 

(General Manager )मह प्रबांधक 
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Personal Data Card, Certi�cation and Authorization 
for Release of Protected Health Information 
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:

 Cane White Cane Walker Crutches Manual Wheelchair 

 Power Wheelchair Power 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.  

I 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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個人資料卡、保證書和提供受保護健康資訊的授權書  
請詳細閱讀後簽名並加註日期 ，然後寄回或送交至 VTA Eligibility Department , 3331 N. First St, San Jose, 
CA 95134 。此表格可於 www.vta.org 下載
未滿 18 週歲的個人申請 ，必須由申請人的父母 、法定監護人或看護人填寫 。如果申請人已年滿 18 週歲 ，但
由於身體或視力障礙而無法填寫申請 ，代為填寫人必須得到申請人的許可。18 週歲或18周歲以上但有認知障
礙的個人申請 ，必須由申請人的法定監護人或看護人填寫 。  
不符合上述條件的申請將不給予處理 。提前感謝您的合作 。 
VTA ACCESS 殘障人士特別服務將與您聯絡安排電話訪談 。
第 1 部分 ： 個人資料     請勾選一項 ：          新申請人 現有客戶
                (殘障人士特別服務身份證編號_________________________)

申請人姓名: ___________________________________________________________ (先生/夫人/女士 - 請圈選一項)

出生日期: ___________________________________________________________________________________

申請資訊:       
地址: ________________________________________________城市: ___________________________________

州: ___________________________________________________郵遞區號:  _____________________________

家庭電話號碼:_________________________________ 手機號碼:______________________________________

最佳電話聯絡時間:_____________________________ 電子郵件:______________________________________

主要語言:___________________________________________________________________________________

您的主要殘障和/或行動最不便的狀況是什麼？

______________________________________________________________________________________________

______________________________________________________________________________________________

______________________________________________________________________________________________

您使用任何行動輔助設備或專用設備嗎？           是            否

如果回答「是」，請勾選所有適用項：

 手杖 白手杖 輪椅 雙拐                手動輪椅 

 電動輪椅 電動代步車 小腿支架 呼吸器             便攜式氧氣筒
 假體 服務 動物 語障輔助器材 溝通板             其他_____________

您將來接收書面信息是否需要殘障人士方便使用的格式？      是            否

如果「是」，請勾選您需要的格式：            

    電子郵件              磁片              錄音帶           布拉耶點字           大字體

您是否希望更多瞭解各種交通形式和出行的培訓？    是 否
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緊急情況聯絡人姓名:__________________________________________________________________________

與申請人之間的關係:_____________________________________ 電話號碼:____________________________

地址:_________________________________________城市: _________________州:____郵遞區號:_________

第 2 部分：提供受保護健康資訊的授權
本人理解 ，本人在申請和訪談過程中提供的受保護健康資訊將得到保密 ，只能在確定資格以便提供殘障人士
特別服務時 ，以及 為遵循ADA 規定和 VTA 政策而進行品質管理/審核時 ，在必要時向以下專業人員或服務
提供者提供。

第 3 部分：提供醫療資訊的授權
（請提供能夠確認您的殘障情況以及行動不便情況的醫生或持執照專業人員的聯絡資訊。）

本人特此授權:

姓名:________________________________________________________________________________________

地址:________________________________________________________________________________________

電話:_______________________________________ 傳真:___________________________________________

（可選）醫療記錄/Kaiser 號碼: ________________________________________________________

應要求將以下所需的有關本人殘障情況的資訊提供給VTA ACCESS 殘障人士特別服務資格代表/承包商。 

所提供的資訊只可用於評估本人根據美國殘障法案 （美國法典 (U.S.C.) 第 42 篇第 12101 節及其後條款第 
104 法令 327）享受殘障人士特別服務的資格。  

本人了解 ，本人有權以書面形式通知 VTA ACCESS ，在任何時候撤銷這項授權的任何部分 ，但根據本授權
已採取行動的部份除外。 

申請人簽名:________________________________________________ 日期:____________________________

第 4 部分：申請人保證書（請簽名）
所有申請人必須在已填妥的申請上簽名 。 如果申請並非由保證人本人填寫 ，則代為填寫申請的人必須提供
以下資訊：

協助申請人的人員姓名:________________________________________________________________________

與申請人之間的關係:__________________________________________________________________________

地址______________________________________城市____________________州 ___郵遞區號 ____________

電話號碼:____________________________________備用號碼:_______________________________________

簽名:__________________________________________________日期:_________________________________

您在本申請書上簽名之後 ，即根據加州法律中有關偽證罪的規定 ，保證上述內容是真實和準確的。 

申請人/法定監護人/看護人: _____________________________________________日期: _________________

I-67



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, (e) libraries, and 
(f) neighborhood markets, among others.

FACT SHEET: Title VI

TITLE VI 10.1.20

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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TITLE VI 10.1.20

Santa Clara Valley Transportation Authority

3331 North First Street, San Jose, CA 95134  www.vta.org

Customer Service: (408) 321-2300

 
 

Muïc VI  (Vietnamese)
 
Muïc VI laø gì?

 

Muïc VI laø moät quy ñònh lieân bang yeâu caàu raèng khoâng ngöôøi naøo ôû Hoa Kyø, vì lyù do chuûng toäc, 
maøu da, hoaëc nguoàn goác quoác gia bò loaïi tröø tham gia, bò töø choái caùc quyeàn lôïi, hoaëc bò phaân bieät 
ñoái xöû bôûi baát kyø chöông trình hoaëc hoaït ñoäng naøo nhaän trôï giuùp taøi chính lieân bang.

 
 
Muïc VI Baûo Veä Nhöõng Ai?

 

Muïc VI baûo veä moïi ngöôøi  baát keå chuûng toäc, maøu da, hoaëc nguoàn goác quoác gia. Muïc VI coù hai 
höôùng daãn haønh chính; coâng baèng  veà moâi tröôøng baûo veä nhöõng  coäng ñoàng coù lôïi töùc thaáp vaø/ 
hoaëc thieåu soá, vaøkhoâng thaønh  thaïo tieáng Anh (limited English proficiency, LEP) baûo veä nhöõng 
ngöôøi maø ngoân ngöõ chính khoâng phaûi laø tieáng Anh. Nhöõng ngöôøi khoâng thaønh thaïo tieáng Anh 
(LEP) coù khaû naêng haïn cheá khi ñoïc, noùi, vieát hoaëc hieåu tieáng Anh. Nhöõng ngöôøi LEP coù theå 
thaønh thaïo tieáng Anh ñoái vôùi caùc daïng giao tieáp nhaát ñònh (ví duï nhö noùi hoaëc hieåu), nhöng 
vaãn laø Khoâng Thaønh Thaïo Tieáng Anh trong caùc lónh vöïc nhö ñoïc hoaëc vieát.

 
Coù phaûi Muïc VI chæ Baûo Veä coâng daân Hoa Kyø khoâng?

 

Khoâng phaûi, Muïc VI baûo veä taát caû moïi ngöôøi taïi Hoa Kyø baát keå hoï
laø coâng daân Hoa Kyø hay khoâng.

 
Quyeàn Lôïi cuûa Coäng Ñoàng theo Muïc VI?

 

Coù ñöôøng daây trôï giuùp ngoân ngöõ mieãn phí daønh cho caùc haønh khaùch baèng ngoân ngöõ chính cuûa 
hoï.  Caùc haønh khaùch coù theå goïi soá (408) 321-2300 ñeå yeâu caàu trôï giuùp. Ñöôøng Daây Ngoân Ngöõ
coù theå söû duïng cho:

 

l Thoâng tin hoaïch ñònh chuyeán ñi cho xe buyùt vaø xe ñieän.
 

l Thoâng tin veà caùch thöùc mua Theû Clipper®.
 

l Trôï giuùpï ngoân  ngöõ  mieãn  phí taïi caùc buoåi hoïp cuûa VTA.
 

l Mieãn phí thoâng dòch vieân vaø/hoaëc thoâng dòch caùc taøi lieäu.
 

 
Caùch Thöùc VTA töông taùc vôùi Coäng Ñoàng theo Muïc VI?

 

VTA ghi nhaän yù kieán ñoùng goùp cuûa haønh khaùch khi xem xeùt caùc thay ñoåi veà tuyeán xe buyùt,
giaù veù hoaëc  caûi tieán   caùc beán xe buyùt vaø caùc dòch vuï. YÙ kieán ñoùng goùp cuûa caùc haønh khaùch cho 
pheùp chuùng  toâi ñöa ra caùc quyeát ñònh nhaèm   phuïc vuï lôïi ích cuûa coäng ñoàng. Ngaøy, giôø vaø ñòa
ñieåm  caùc buoåi hoïp   cuûa VTA ñaõ leân lòch ñöôïc ñaêng trong (a) “VTA Take-One” (baûn tin treân xe 
cuûa VTA), (b) trang maïng cuûa VTA: www.vta.org, (c) baùo chí chính doøng vaø cuûa caùc coäng ñoàng 
ngöôøi thieåu soá, (d) caùc trung taâm coäng ñoàng, (e) caùc thö vieän, vaø (f) caùc chôï trong khu phoá, 
trong soá nhöõng nguoàn cung caáp thoâng tin khaùc.
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Geographical Language Search Tool Process 

1. Determine which languages are spoken in different parts of the County? Click on “VTA CENSUS”
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2. Mouse-over to Cupertino, and zoom-in using your roller ball on the mouse, or by clicking the “+” 
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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” 
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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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5. In the Charts Tab, select “point”. Click on Cupertino. Select “View Charts”.

The top 5 languages in Cupertino per this example in descending order are: Chinese, Hindi, Japanese, Korean, and Persian (Farsi). 
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Language Line Data Analysis 2019 – Total Minute Usage 

Table 13   

Calendar 
Year 2019 

January February March April May June July August September October November December 

2019 
Total 

Minutes 
Used 

Spanish 1096 1207 1132 1134 807 923 595 781 588 262 652 843 10020 

Vietnamese 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 

Gujarati 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 

Amharic 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 

Swahili  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 3548 2956 3871 3670 2743 3205 1863 1682 1036 980 1184 1580 28318 

Source: Language Line Data, Calendar Year 2019 

Updated in 2020

I-75

pizano_h
Highlight



 

Language Line Data Analysis 2019 – Total Calls Received 

Table 15  

Calendar 
Year 2019 

January February March April May June July August September October November December 

2019 
Total 
Calls 

Received 

Spanish 133 143 132 132 105 110 65 105 67 50 70 118 1230 

Vietnamese 94 62 64 94 68 99 49 35 21 22 22 34 664 

Mandarin 56 61 81 59 55 59 38 39 21 33 30 24 556 

Russian 38 19 25 18 36 24 11 2 2 2 2 1 180 

Farsi 7 17 12 5 3 5 1 2 1 0 2 3 58 

Punjabi 1 3 3 8 5 4 0 1 0 0 5 1 31 

Cantonese 11 2 5 2 1 3 2 1 0 1 0 3 31 

Hindi 3 2 4 1 3 1 4 0 0 1 0 1 20 

Korean 1 1 4 1 1 2 0 0 1 3 0 0 14 

Urdu 0 0 0 0 0 0 0 0 0 2 0 1 3 

Japanese 1 1 1 3 1 0 0 0 0 0 1 0 8 

Tagalog 0 0 0 0 2 1 2 1 0 1 0 2 9 

Arabic 0 0 2 0 0 1 0 0 1 4 0 0 8 

Portuguese 1 0 0 0 0 0 0 0 0 0 0 0 1 

French 1 1 0 0 0 0 0 0 0 0 1 0 3 

Gujarati 1 0 0 1 0 0 0 0 0 0 0 0 2 

Telugu 0 0 0 0 0 0 1 1 0 0 0 0 2 

Croatian 0 0 0 0 1 0 1 0 0 0 0 0 2 

Haitian Creole 0 0 0 0 0 1 0 0 0 0 0 0 1 

Amharic 0 0 0 0 0 0 0 0 1 0 0 0 1 

Bengali 0 0 0 0 1 0 0 0 0 0 0 0 1 

Tamil 0 0 0 0 0 0 0 0 0 0 1 0 1 

Swahili 0 0 0 0 0 0 0 0 0 0 0 1 1 

Samoan 0 0 1 0 0 0 0 0 0 0 0 0 1 

Burmese 0 0 0 0 0 0 0 0 1 0 0 0 1 

Tigrinya 0 0 0 1 0 0 0 0 0 0 0 0 1 

Toishanese 1 0 0 0 0 0 0 0 0 0 0 0 1 

Total 349 312 334 325 282 310 174 187 116 119 134 189 2831 

Source: Language Line Data, Calendar Year 2019 

Updated in 2020
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Language Line Data Analysis 2019 – Average Length of Call (Minutes) 

Table 17 

Calendar Year 
2019 

January February March April May June July August September October November December 

2019 
Yearly 

Average 
(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 

Vietnamese 10.9 10.7 10.7 12.0 11.3 12.2 10.6 9.4 8.4 11.5 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 

Russian 12.5 10.3 11.7 13.0 9.9 11.5 11.6 14.0 3.5 7.5 10.5 5.0 10.1 

Farsi 13.0 14.1 27.9 14.6 14.3 22.0 42.0 15.5 5.0  13.5 9.3 17.4 

Punjabi 5.0 7.3 17.0 24.9 19.4 20.5  13.0   5.2 6.0 13.1 

Cantonese 9.5 7.5 10.4 8.0 11.0 8.0 40.0 6.0  8.0  13.7 12.2 

Hindi 14.7 10.5 5.3 17.0 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     15.5 14.0 15.5 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 

Swahili            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 13.5 8.8 13.7 13.5 12.0 12.6 16.3 12.4 9.1 12.4 8.9 8.8 11.9 

Source: Language Line Data, Calendar Year 2019 
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Language Line Data Analysis 2018 – Total Minute Usage 

Table 19 
Calendar Year 

2018 
January February March April May June July August September October November December 

2018 Total 
Minutes 

Used 

Spanish 1447 1232 1843 2124 2389 2570 1675 2051 1709 1524 1101 768 20433 

Vietnamese 967 1038 1627 1207 1100 1029 1058 1371 1067 1076 880 1158 13578 

Mandarin 798 554 609 646 673 483 577 778 442 588 576 496 7220 

Russian 164 325 101 185 199 218 152 292 178 274 228 306 2622 

Farsi 97 71 198 85 20 35 236 140 70 215 116 176 1459 

Cantonese 70 0 19 71 8 88 45 61 153 5 27 54 601 

Korean 7 41 0 37 5 21 36 27 91 20 40 76 401 

Hindi 5 7 0 46 25 37 34 14 0 0 51 44 263 

Punjabi 0 20 0 37 9 0 21 42 0 9 0 7 145 

Tagalog 0 8 4 13 0 18 0 13 26 2 11 0 95 

Arabic 0 30 44 0 0 0 4 0 0 0 0 0 78 

Tigrinya 2 4 0 0 0 14 21 0 4 0 0 0 45 

Japanese 7 0 0 0 0 0 0 0 0 0 0 0 7 

Cambodian 0 0 0 4 0 0 0 0 6 0 0 0 10 

Lingala 0 0 0 0 0 5 0 0 0 0 0 0 5 

French 0 0 0 0 0 0 5 0 0 0 0 0 5 

Toishanese 0 0 0 0 0 0 0 0 0 0 0 8 8 

Amharic 0 0 0 5 6 0 0 0 0 0 0 0 11 

Shanghainese 0 0 0 0 0 0 7 0 0 0 0 0 7 

Somali 0 0 0 0 0 0 0 0 10 0 0 0 10 

Greek 0 0 0 0 0 0 0 0 0 5 0 0 5 

Visayan 0 0 0 0 0 0 0 0 0 0 6 0 6 

Thai 0 0 0 0 16 0 0 0 0 0  0 0 16 

Total 3564 3330 4445 4460 4450 4518 3871 4789 3756 3718 3036 3093 47030 

Source: Language Line Data, Calendar Year 2018 
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Language Line Data Analysis 2018 – Total Calls Received 

Table 21 
Calendar Year 

2018 
January February March April May June July August September October November December 

2018 Total 
Calls 

Received 

Spanish 157 138 206 211 227 218 172 209 164 166 113 86 2067 

Vietnamese 105 97 132 111 96 98 100 126 86 90 75 100 1216 

Mandarin 72 62 52 54 64 49 65 75 49 53 62 44 701 

Russian 14 21 12 12 14 26 10 17 12 20 17 30 205 

Farsi 8 5 17 6 1 2 18 8 4 19 9 13 110 

Cantonese 9 0 3 5 1 6 4 6 8 1 4 4 51 

Korean 1 3 0 4 1 3 5 2 9 2 3 7 40 

Hindi 1 1 0 3 3 3 1 3 0 0 4 2 21 

Punjabi 0 2 0 4 1 0 3 5 0 2 0 1 18 

Tagalog 0 1 1 1 0 1 0 2 1 1 1 0 9 

Arabic 0 3 4 0 0 0 1 0 0 0 0 0 8 

Tigrinya 1 1 0 0 0 1 1 0 1 0 0 0 5 

Japanese 2 0 0 0 0 0 0 0 0 0 0 0 2 

Cambodian 0 0 0 1 0 0 0 0 1 0 0 0 2 

Lingala 0 0 0 0 0 2 0 0 0 0 0 0 2 

French 0 0 0 0 0 0 1 0 0 0 0 0 1 

Toishanese 0 0 0 0 0 0 0 0 0 0 0 1 1 

Amharic 0 0 0 1 1 0 0 0 0 0 0 0 2 

Shanghainese 0 0 0 0 0 0 1 0 0 0 0 0 1 

Somali 0 0 0 0 0 0 0 0 1 0 0 0 1 

Greek 0 0 0 0 0 0 0 0 0 1 0 0 1 

Visayan 0 0 0 0 0 0 0 0 0 0 1 0 1 

Thai 0 0 0 0 1 0 0 0 0 0 0 0 1 

Total 370 334 427 413 410 409 382 453 336 355 289 288 4466 

Source: Language Line Data, Calendar Year 2018 
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Language Line Data Analysis 2018 – Average Length of Call (Minutes) 

Table 23 

Calendar Year 
2018 

January February March April May June July August September October November December 

2018 
Yearly 

Average 
(Minutes) 

Spanish 9.2 8.9 8.9 10.1 10.5 11.8 9.7 9.8 10.4 9.2 9.7 8.9 9.8 

Vietnamese 9.2 10.7 12.3 10.9 11.5 10.5 10.6 10.9 12.4 12.0 11.7 11.6 11.2 

Mandarin 11.1 8.9 11.7 12.0 10.5 9.9 8.9 10.4 9.0 11.1 9.3 11.3 10.3 

Russian 11.7 15.5 8.4 15.4 14.2 8.4 15.2 17.2 14.8 13.7 13.4 10.2 13.2 

Farsi 12.1 14.2 11.6 14.2 20.0 17.5 13.1 17.5 17.5 11.3 12.9 13.5 14.6 

Cantonese 7.8  6.3 14.2 8.0 14.7 11.3 10.2 19.1 5.0 6.8 13.5 10.6 

Korean 7.0 13.7  9.3 5.0 7.0 7.2 13.5 10.1 10.0 13.3 10.9 9.7 

Hindi 5.0 7.0  15.3 8.3 12.3 34.0 4.7   12.8 22.0 13.5 

Punjabi  10.0  9.3 9.0  7.0 8.4  4.5  7.0 7.9 

Tagalog  8.0 4.0 13.0  18.0  6.5 26.0 2.0 11.0  11.1 

Arabic  10.0 11.0    4.0      8.3 

Tigrinya 2.0 4.0    14.0 21.0  4.0    9.0 

Japanese 3.5            3.5 

Cambodian    4.0     6.0    5.0 

Lingala      2.5       2.5 

French       5.0      5.0 

Toishanese            8.0 8.0 

Amharic    5.0 6.0        5.5 

Shanghainese       7.0      7.0 

Somali         10.0    10.0 

Greek          5.0   5.0 

Visayan           6.0  6.0 

Thai     16.0        16.0 

Total 7.9 10.1 9.3 11.1 10.8 11.5 11.8 10.9 12.7 8.4 10.7 11.7 8.8 

Source: Language Line Data, Calendar Year 2018 
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Table 44: Language Line Expenses (Calendar Years 2017-2020)  

Calendar Year 2017  2018  2019  2020  
Total Cost 

(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 

Total Cost (Year) $71,625.42 $47,419.25 $28,666.54 $5,849.85 $153,561.06 

Source: Language Line Data, Calendar Years 2017-2020 
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Table 45: Language Line Calls (Calendar Years 2017-2020) 

Calendar Year 2017  2018  2019  2020  
Total Calls 

(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) 6,647 4,466 2,831 763 1,4707 

Source: Language Line Data, Calendar Years 2017-2020 
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